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Abstract
The purpose of this study is to examine a nonprofit organization's involvement in
strategic planning as a means to increase organizational capacity. Nonprofit organizations
continue to face the challenge of balancing business with benevolence in order to fulfill
their mission. It is up to the organization's leadership to spearhead initiatives that
increase capacity so they may ultimate meet their goal of fulfilling their mission. This
case study involved the collection of both qualitative and quantitative data as well as
applying the sequential explanatory strategy for the collection and analysis of data. The
participant's in the case study represents convenience sampling and purposeful sampling,
since they have experienced the phenomenon being studied. The purposeful sample
includes participants who were involved in the strategic planning process.
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Chapter 1: Capacity Building
Introduction

In today's work culture, with the mantra of "do more with less", nonprofit
organizations are hard pressed to meet their daily obligations in spite of the many
competing priorities. Many nonprofit organizations simply have to make do with scarce
resources, often denying their employees the training, technologies, and support they
need to do their jobs (Light, 2004). These concerns have led grant makers and leaders of
organizations to invest in nonprofit efforts to build capacity (Blumenthal, 2003). This
case study will discuss the rationale for nonprofit organizational involvement in capacity
building activities, types of capacity building, strategic planning as a capacity building
activity, barriers to strategic planning and capacity building, and provide an in depth
review of a case study involving a nonprofit organization that participated in strategic
planning as a strategy to increase organizational capacity.
Organizational Capacity

Capacity building is a vague and broad term. There are many definitions of
capacity and capacity building. One definition of capacity is the ability of nonprofit
organizations to fulfill their missions effectively (Anonymous/Urban Institute, 2001).
Light (2004) describes organizational capacity as encompassing everything an
organization uses to achieve its mission. Every element of the organization from the staff
and volunteers to the desks and chairs is a part of an organization's capacity.
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In his book, Sustaining Nonprofit Performance, Light explains capacity as involving
basic organizational activities such as raising money, forging partnerships, organizing
work, recruiting and training board members, leaders and employers, generating ideas,
managing budgets, and evaluating programs.
Capacity building can take on different.meanings and implications depending on
the audience. With such a broad definition it is hard to know where to where to focus.
The dictionary definitionsI of capacity are also broad and often ambiguous. This diversity
of definitions for capacity building make the case that capacity and capacity building are
complex, multi-faceted concepts that embrace an organization's mission, history, style,
commitment, organizational architecture, and leadership.
In order to further define capacity building and what is involved, it is necessary to
examine the six interdependent components of capacity building that are necessary for
high performance: mission, vision, and strategy; governance and leadership; cultural
program delivery and impact; strategic relationships; resource development; and
operations management, and facility (McKinsey, Raker, and Wagner, 2003).
Mission, vision, and strategy incorporate strategic planning, scenario planning,
organizational assessments, and organizational development. The mission, vision, and
strategy of an organization are the basis for the organization's existence. These capacity
building activities are some of the core elements a nonprofit organization can become
involved in to assess their current state in order to inform how they are going to reach
their desired state.
Governance and leadership incorporates leadership development, board
development, and executive transition. It is important for organizations to have leaders
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who are skilled and competent in the many facets of the daily operations. During times
of transition it is critical for staff and board members to become involved in development
activities in order for the organization to be able to continue its efforts to move forward.
Cultural program and delivery impact incorporates program design and
development, and evaluation. In a continuous improvement process the need to design,
implement, and evaluate current programming are important capacity building activities.
These activities provide opportunities for re-tooling and planning to meet the needs of the
organization's customers.
Capacity building is a very complex and multi-faceted concept. McKinsey et al.,
(2003) developed a framework that captures many of the activities involve in
organizational capacity building. For the purposes of this study the researcher will focus
on mission, vision and strategy elements as shown in Figure 1.1. Mission, vision, and
strategy are key components of strategic planning and are areas that can be used as a
guide for organizations to begin to assess their current capacity and future capacity needs
(Appendix A).
Figure 1.1
The interdependent components o.f organizational capacity. (McKinsey et al., 2003)
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The Research Problem

There is ample evidence that the nonprofit sector consumes more capacity each day
than it actually has (Light, 2004). In nonprofit organizations staff finds themselves
wearing many hats. It is not uncommon for the Administrative Assistant to act in the
capacity of Human Resources and Benefits Manager, as well as an Event Coordinator.
Program funding entities are requiring sophisticated reports with an increased reporting
frequency, thus creating a new dynamic of traditional line staff performing administrative
duties while also being responsible for program delivery.
Funders, clients, and donors alike are demanding more of the nonprofit sector,
hence the need for increased capacity. Nonprofit organizations are feeling the pressure to
"prove" that they are achieving their mission effectively and efficiently (Herman, 2005).
Changes occur daily in funding criteria, technology, and also in client demographics and
needs. It is a challenge to keep up with the fast-paced environment of our society. Even
advances in technology present new opportunities; however, they also generate new
expectations (Mittenthal, 2000). At times nonprofit organizations slip into a survival
mode of which meeting payrroll and servicing clients takes precedence over any form of
long-term planning and restructuring (Light, 2004).
Challenges for Nonprofit Organizations

The recent challenges faced by nonprofit organizations in the United States can be
grouped under four main headings: the fiscal challenge; the competitive challenge; the
effectiveness challenge; and lastly, the technology challenge (Herman, 2005, p. 83). The
fiscal challenges includes a financial squeeze and freeze on governmental funding, an
impending economic recession,
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r
and increased spending on antiterrorism that 'is causing cutbacks in health, education, and
social welfare funding (Wilgoren, 2003, Rosenbaum, 2003).
The competitive challenge has caused nonprofit organizations to experience
increased pressure to perform. Funding agencies, such as the United Way have become
results focused. For example, in the mid 1990s the United Way launched a performance
management system as a condition of attaining local funding (Herman, 2005).
Competition has also emerged from for-profit organizations that have started to compete
in traditional nonprofit areas such as healthcare and youth programs (p. 86).
The effectiveness challenge has caused nonprofit organizations to address
structural support for capacity building. According to Frederickseq and London (2000),
successful nonprofit organizations usually possess the following characteristics; a) clearly
articulated mission and goals, (b) effective and committed board and managerial staff, (c)
effective fiscal development programs, (d) skilled employees, (e) adequate space and
equipment, and (f) programs relevant to the market served. Strategic planning is a
capacity building activity that can be used to provide an opportunity for organizational
leaders, and other stakeholders to become involved in setting the organizational "map for
the future".
The challenges are not the whole story; there are opportunities for the nonprofit
sector (Herman, 2005). Nonprofit organizations must think strategically as never before
(Bryson, 1995). They must translate their insights into effective strategies to cope with
their changed circumstances. They must develop the rationales necessary to lay the
groundwork for adopting and implementing their strategies.

l
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Purpose of the Research
The purpose of this case study is to examine a single nonprofit organization's
involvement in the process of constructing and implementing a strategic plan in order to
build organizational capacity. The nonprofit sector all too often expects its workforce to
succeed in spite of organizational weaknesses that would collapse any business (Light,
2004). Nonprofit organizations continue to face the challenge of balancing business with
benevolence in order to fulfill their mission. Increasingly, nonprofit organizations are
being required to systematically plan by major funding sources (Stone and Crittenden,
1989) and are expending considerable resources doing so. It is up to the leadership to
spearhead initiatives to keep the doors open, the consumers happy, and the employees
returning to work on a daily basis.

The Framework
The framework for strategic planning in this case study is a tool referred to as the
"balanced scorecard" (Figure 1.2). The balanced scorecard was developed in the 1990s
by Kaplan and Norton as a performance measurement framework. Within the balanced
scorecard framework there are four focus areas: customer focus, internal process,
learning and growth, and financial growth and sustainability. The balanced scorecard is a
strategic planning and management system used to align business activities to the vision
and strategy of the organization, improve internal and external communications, and
monitor organization performance against strategic goals (www.balancedscorecard.org).

l
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Figure 1.2
Balanced Scorecard Framework*

In the summer of 2006, a process to create and execute a strategic plan for 2006 -

2008 began (Appendix B) at a nonprofit human service agency in Rochester, New York
called The Community Place of Greater Rochester, Inc (CPGR). The process began with
a retreat with the board of directors, an outside consultant, the President & CEO, and the
Chief Operating Officer, to discuss the current status, focus, and direction of CPGR.
The balanced scorecard framework was introduced at a CPGR leadership meeting
which included all director and management level staff, and a strategic planning
consultant; approximately fifteen people total in attendance. At this meeting information
from the board and executive staff retreat was shared regarding a strategic plan and the
focus areas. Each attendee received a questionnaire and was asked to perform a SWOT
(strengths, weaknesses, opportunities, threats) analysis of the organization. This same
process was administered in a meeting with all staff in September of 2006.
The consultant then compiled the information and it was presented at a training
and development session for the thirteen members of the leadership team as shown in the
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organizational chart (Appendix C) in October of 2006. Each director on the leadership
team was given direction by the President & CEO on how to create a strategic plan for
their respective area. The goal was to have the director and his or her direct reports
discuss and plan for the future of their department. The President & CEO worked with
the executive team of the.board of directors to create the overall agency strategic plan.
There were several sessions over a five month period during which the individual
department plans were worked and reworked their plans using the strategy map for the
overall agency as a guide (Appendix D). Using the balanced scorecard as a framework,
the strategy map displays the cause-effect relationship among the objectives that make up
the strategy. The strategy map tells a story of how value is created for the organization.
The strategic planning effort at CPGR incorporated the balanced scorecard
framework to create a systematic process to bring consensus in setting organizational
priorities among key stakeholders to help the organization do a better job of meeting its
mission (Wilbur, 2000). Through the development of separate departmental strategic
plans that fed into the overall agency plan, collaboration of services and systems Were
created to increase efficiency across the agency. The result being stakeholders were
connected to the process which may be a contributing factor to its successful
implementation.
The strategic plan is intended to involve the leadership team in creating
departmental targets, initiatives and measures in each of the four focus areas. The
collaborative nature of the planning process assists in connecting the board and staff to a
map for the future. A second iteration of the strategic plan was created (2008-2010) and
presented to the board of directors on January 28, 2008 (Appendix E).
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Research Questions
This study will seek to answer the following research questions:
1. After participating in a strategic planning process, what do board members, senior
leadership, and a consultant in a nonprofit organization identify as the benefits, if
any, strategic planning has on increasing organizational capacity?
2. Utilizing the balanced scorecard tool, what indicators in the four focus areas have
increased or decreased in this nonprofit organization since the implementation of
the strategic pl~m?

Delimitations and Limitations of the Study
The research is limited to the study of one nonprofit human service agency in
Rochester, New York. Narrowing the study to a single agency allows the researcher to
conduct focused research and to include all of the stakeholders. One cannot make broad
generalizations about all nonprofit human service agencies based on the small sample
size. This organization was selected because of its current involvement in strategic
planning from its inception to its current state. This study is also limited to a time period
of slightly under one year due to the time constraint and specificity required by the
doctoral program at Saint John Fisher College in Rochester, New York.

Definition of Terms
The following terms will be found throughout this paper. Presented here are the
definitions of these terms. The Community Place of Greater Rochester, Inc. (CPGR)
refers to the site where the case study took place.
UNCA refers to The United Neighborhood Centers of America, which is the umbrella
organization that regulates CPGR. Because of the complexity and diversity of nonprofit
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organizations, the term nonprofit has a variety of meanings (Herman, 2005). For the
purposes of this study nonprofit refers to those nongovernmental entities that possess
special legal status under state law, permitting them to accept tax deductible gifts and
exempting them from paying federal tax (Wolf, 1999).
Strategic is defined as having to do with war and deception of an enemy
(www.merriam-webster.com). In nonprofit management, strategy has to do with
responding to a dynamic and often hostile environment in pursuit of a public service
mission (www.allianceonline.org). Planning involves intentionally setting goals and
developing an approach to achieving those goals. Strategic planning is defined as a
systematic process or management tool that brings consensus regarding organizational
priorities among key stakeholders to help the organization do a better job of meeting its
mission (Wilbur, 2000).
The four focus areas of CPGR's strategic plan are defined by the balanced
scorecard concepts (www.balancedscorecard.org) as customer focus, internal business,
learning and growth, and financial growth and sustainability (Figure 1.2). The balanced
scorecard framework includes a strategy map and dashboard items. The strategy map is a
visual display of the "dashboard" items, which essentially are the key areas of focus
identified by an organization.
Acronyms include:
o

FCA: Family and Children Association (Long Island, NY)

o

FSA: Family Service Association of Nassau County (Nassau County, NY)

o

CH: Children's House (Long Island, NY)

10
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o

CQPI: Continuous Quality Performance Improvement (strategic planning
tool)

Summary
Capacity building involves a type of "change" throughout the organization. Leaders
of organizations must create a culture that embraces change and continuous learning.
Kotter (1988) describes eight stages that he repeatedly found in a successful change
initiative; a) creating a sense of urgency; b) pulling together a guiding team with the
needed skills, credibility, connections, and authority to move things along; c) creating an
uplifting vision and strategy; d) communicating the vision and strategy through a
combination of words, deeds, and symbols; e) removing obstacles, or empowering people
to move ahead; f) producing visible signs of progress through short-term victories; g)
sticking with the process and refusing to quit when things get tough; and h) nurturing and
shaping a new culture to support the emerging innovative ways. The activities the author
discusses are elements in a change initiative that if employed effectively can work to
create organizational capacity.
The scarcity of resources makes it harder for nonprofits to meet the demands of
the people who continue to request the services. Human service agencies must possess
the capacity to adhere to the requirements of the funders, respond to the needs of the
community, be-involved in the political arena, and be understanding to the needs of the
staff that come to work everyday to carry out the mission and vision of the organization.
With all of these competing priorities, the possession of capacity and capacity building is
essential to the performance and ultimately the sustainability of the organization.
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Just as businesses must spend money to make money, nonprofit organizations
must build capacity to have capacity (Light, 2004). Nonprofit organizations do not have
an easy task at hand; they have to work to convince funders and board members of the
need to earmark and designate resources focused toward capacity building activities.
Capacity building is not to be done as a stand-alone task or in isolation. Stakeholders
within the organization need to combine forces with collaborative partners outside of the
organization who can effectively contribute to the capacity building efforts.
Organization of the Paper

Chapter two provides a review of the literature on strategic planning as a capacity
building activity used to increase organizational performance in the nonprofit sector.
Chapter three explains the overall research design; including the data collection
procedures, and analytical methods used.
Chapter four presents the results and analysis of the case study.
Chapter five discusses the findings, recommendations, and implications based on
the results of the case study.
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Chapter 2: Literature Review
Introduction
During the past twenty years nonprofit organizations in the United States have
faced an extraordinary range of challenges including: significant demographic shifts;
fundamental changes in public policy and attitudes; growing competition from for-profit
providers; shifts in technological developments; and changes in lifestyle such as single
parenting and divorce (Herman, 2005, p. 82). All of these challenges have forced
nonprofit organizations to "do more with less". This chapter will begin with a
foundational review of capacity building and then proceed with an in depth analysis of
strategic planning as a capacity building tool to increase organizational performance.
The Research Problem
The need for increased capacity in nonprofits is precipitated by both funders and
donors alike demanding more of the nonprofit sector. In nonprofit organizations staff
find themselves in a day-to-day struggle with completing tasks and priorities, fundraising,
community relations, and simply keeping the doors open. Another challenge faced by
nonprofits is the scarcity of funding resources.

T~ere

are many competing priorities,

projects, and initiatives which are vying for funding and donations to thrive and survive.
Additionally, in a time in which we are at war, state and national economic
resources have been directed to support those efforts. The heavy reliance on special
funding to pay for the war has reduced the available funding resources typically
designated for charitable and other social welfare programs. Additional events and trends
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over the past several decades such as demographic changes, shifts in values, increased
interest group activism, the privatization of public services, tax levy limits, tax indexing,
unfunded federal and state mandates, shifts in federal and state responsibilities and
funding priorities, a volatile global economy, have all led to an increased demand of the
nonprofit sector (Bryson, 1995).
It can be easy for nonprofit organizations to operate in survival mode however,

organizations that want to survive must respond to the changes in their environment.
Nonprofit organizations that do not incorporate short and long-term planning activities
into their daily operations run the risk of decreased funding and also a, loss in donor and
volunteer confidence. There is a need to provide leaders in nonprofit organizations
information to assist them in responding to their changing internal and external
environments (Giffords and Dina, 2004). The primary benefit of developing a strategic
plan is that it helps nonprofit leaders and staff adapts the organization to its current
environment, clarify the needs of the clients, and sets priorities to better meet its mission
(Giffords and Dina, 2004, p.66).

Purpose of the Research
The purpose of this case study is to examine one nonprofit organization's
participation in a strategic planning process with the goal of increasing organizational
capacity and performance. The goal of this case study is to demonstrate a relationship
between strategic planning and capacity building. The topic of using strategic planning
to build organizational capacity in nonprofit organizations is relevant to the present and
future vitality of nonprofit organizations.
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Simply put, strategic planning determines where an organization is going over the
next year or more, how it's· going to get there, and how it'll know if it got there or not
(McNamara, 1997). ,Strategic planning involves paying close attention to both external
and internal conditions (Giffords and Dina, 2004). Strategic planning is sometimes seen
as an ongoing process that supports the need for nonprofit organizations to provide
continuously improving quality services to their consumers, while demonstrating to their
community and funders that their organization has a positive impact on the lives of those
they serve (Giffords and Dina, 2004, p.66-67).
In order to be successful, neither capacity building nor strategic planning should
be done as a one-time event or in isolation from key stakeholders. Strategic planning
often fails because it is viewed as an event, unlinked to anything else in the organization;
and understood by only a few higher-ups (London, 2002). To assure the survival of
nonprofit organizations, managers must create a strategic plan within the context of their
environment (Giffords and Dina, 2004).

Review of the Literature
The review of the literature begins with a general overview of capacity. The
importance of organizational capacity in nonprofit organizations is then discussed. The
literature review also contains a comprehensive analysis of organizational capacity as a
means to increase and enhance individual and organizational performance from the staff,
board, and funder or donor perspective. This review of the literature contains an
examination of the current line ofresearch focusing on strategic planning's role in
building organizational capacity in nonprofit organizations.
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Defining Capacity

Capacity building must first be defined in order to understand the elements
involved. There is such diversity in the definitions; it is difficult to "settle" on one
definition. Cohen (1995) defines capacity building as:
Including among its major objectives the strengthening of the capability of chief
administrative officers, departments and agency heads, and program managers in general
purpose government, to plan, implement, manage, or evaluate policies, strategies or
programs designed to impact on social conditions in the community" (p. 409).
This is a sweeping definition of capacity building; however when the term is
attached to an organization, it can take on a more specific meaning.
Light (2004) defines capacity as everything an organization uses to achieve its
mission. He further explains capacity building as being designed to change some aspect
of an organization's existing environment, internal structure, leadership, and management
systems. The incorporation of capacity building activities is said to show improvement in
employee morale, expertise, productivity, efficiency. Improvement in employee morale
strengthens an organization's capacity to do its work, thus ultimately increasing
organizational performance.
Building a Case for Capacity

High performing organizations build on their available assets (McKinsey et al.,
2003). The best place for an organization to start capacity building is to begin where they
are, and with what they have available. All capacity building programs and services have
a common purpose: to develop an effective organization that efficiently delivers high
quality programs and services, and is able to adjust to both internal and external threats
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and opportunities so that the organization remains healthy over the long term (Light,
2002).
It is important to note that capacity building should not to be viewed as a one-time

effort, but rather an ongoing process. Incorporating capacity building into the
organization as an ongoing process and propels successful nonprofits to new levels of
effectiveness. Capacity building activities are not single initiatives, but rather deliberate
programs to enhance the organizations capabilities at all levels, from its strategy to its
systems and structure (McKinsey et al., 2003).
The Foundation of Capacity Building
For many nonprofit organizations the first obstacle in building capacity is
determining which capacity activities should be used to increase organizational
performance. There are various initiatives, tools, trainings, etc. that could be used to build
organizational capacity. The leadership of the organization may first want to get a grasp
of its current state, and then begin to form a plan to address deficiencies and opportunities
for growth and sustainability. Nonprofit organizations have a significant task in front of
them to build a case to support the designation of resources toward capacity building
activities. The leadership of nonprofit organizations must gain buy-in from all of the
stakeholders in order to be successful in their quest to build organizational capacity.
Buy-in is necessary if nonprofit organizations are to successfully fulfill their mission and
meet their commitments and obligations.
To lay the foundation for strategic planning as a best practice capacity building
activity, four different studies of organizational capacity building are presented in this
review of the literature. A study conducted by Light (2004) explores nonprofit
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performance through evidence-based evaluation. The second study reviews the Packard
Foundation study (Blumenthal, 2003), which compared nine high impact approaches to
capacity building programs employed in nonprofit organizations. The third study
reviewed conducted by McKinsey & Partners (2001), evaluated thirteen nonprofit
organizations that employed seven elements of effective capacity building. The final
study reviewed conducted by Giffords & Dina (2004) is a case study about strategic
planning in nonprofit organizations as a continuous quality performance improvement
effort.

Light's study. Light (2004) conducted a study involving 318 nonprofit
organizations. The survey was administered as an on-line survey. The executive
directors were contacted by the researcher by first class letter to inviting them to
participate in the study. They were given a password and given access to the website
from March 27, 2003 through August 12, 2003. The random sample of nonprofits used
in this study was drawn from a list of nonprofit organizations with annual revenues of at
least $250,000. The data used to generate the sample was provided by a company called
Guide Star, which maintains a list of more than 850,000 nonprofit organizations that file
an annual tax return with the Internal Revenue Service (Light, 2004).
The organizations that participated in the study focused on education, children
and youth services, health and human services, arts and culture, job training, economic
and community developments, and the environment. The organizations varied in age:
42% (over thirty years old); 31 % (16-30 years old); 14% (7-15 years old); and 5% (less
than 7 years old). Three-fourths of the organizations employed less than 100 people.
Two-fifths of the organizations had budgets under one million dollars.
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One of the key findings was that investments in new technology were the most
common form of capacity building followed by strategic planning, staff training,
fundraising and board development, and reorganization. Another key finding was that
younger organizations were more likely than older organizations of any size to embrace
collaboration and organizational assessment. The younger organizations adopted
capacity building approaches that build their influence through collaborations and
outcomes measurement (Light, 2004).
In contrast, older organizations are more likely to embrace mergers,
reorganizations, team building, leadership development, changes in personnel, and
evaluation. They adopt capacity building approaches designed to counter bureaucratic
encrustation (Light, 2004). These findings suggest that certain types of capacity building
may be more applicable to organizations depending on size and age. The type of capacity
building activity is important; however, one must evaluate the outcomes of the activity to
get the full scope of its impact.

McKinsey and Partners. In 2003, (McKinsey et al.) in conjunction with Venture
Philanthropy Partners set out to develop a definition of nonprofit organizational capacity
and an easy-to.:.use tool for assessing capacity. They conducted case studies in 13
nonprofit organizations that engaged in capacity building within the past decade. About
half of the organizations were involved in youth services and education with the
remaining half involved in adult and family services. The report shares lessons learned
from nonprofit organizations that have engaged in successful capacity building efforts.
The first lesson from the McKinsey study was that the act of resetting
expectations and strategy is often the first step in dramatically improving organizational
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capacity (McKinsey et al., 2003). Taking stock of where you are, then making a plan to
move on can prove beneficial in the initial stages ·of change. The focus and goals of the
organization in its current state should be revisited periodically to see if they still apply.
The second lesson learned from the study showed the importance of good
management. Nonprofits need people in senior positions who are committed to taking
the initiative to make capacity building happen and are willing to own it. With any
organizational change project, there must be buy-in from the leadership, and they need to
be out front driving the process. When the leadership is visible .staff is able to take their
cues from the leader and are more apt to respond in a positive manner.
The third lesson learned involved patience. Organizations must have patience;
almost everything about capacity building takes longer and is more complicated than one
would expect (McKinsey et al., 2003). In today's time, most people want everything
done yesterday. Funders and donors alike want evidence-based results to prove to them
that their resources were used as outlined in their terms. Often times in project funding,
there is a short period of time to prove your worth. Project funding is typically cyclical in
nature and grants are administered in periods of one to three years or three to five years.
This is a relatively short amount of time to prove program effectiveness, secure staff for
the project or program, implementation, evaluation, and reporting. The ultimate goal of
the funder and the fiduciary organization is to foster an environment conducive to
program effectiveness. Program effectiveness involves program delivery and evaluation
both of which are time consuming and involve are difficult to measure in the short term.
The Packard Foundation. Strategic planning produces management focus and

increased staff morale; however, it is also time consuming and disruptive. The Packard
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Foundation conducted a study of 11 strategic planning grants to learn why organizations
pursued strategic planning, how strategic planning was carried out, and the impact the
plans had on the participating organizations (Blumenthal, 2003). The study conducted by
the Packard Foundation provided summative information relative to tbe nonprofit
organizations that participated. Out of the 11 organizations studied, 8 organizations
produced a strategic plan and identified specific improvements arising from the process.
The organizations who pro~uced strategic plans reported behavioral changes such as
improved communication and goal setting which produced more productive board
meetings and better relations between the board and staff as

a result of the strategic

planning process.
Family and Children Association (FCA). The case study of the Family and

Children Association (FCA) involved a nonprofit organization's engagement in strategic
planning as a continuous quality performance improvement effort. FCA is located in
Long Island, New York and was formed in 1998 as the result of a merger between the
Family Service Association of Nassau County (FSA) and Children's House (CH). Both
organizations provided human service programs. FSA provided family counseling,
chemical dependency treatment, and elder care programs. Children's House started in
1884 as an orphanage, then became a series of group homes, and had recently developed
independent living skills training and transitional housing for teenagers and young adults
(Giffords and Dina, 2004).
The merger took place over a two-year period for two primary reasons: 1)
combining services from ,both organizations would provide clients with a broader
continuum of care under one roof and 2) the external environment was changing quickly,
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particularly in the fonding arena, and a larger more visible organization with many
human and financial resources would have the capacity to thrive. When combining two
organizations there are several issues that can arise including but not limited to turnover,
breakdown of organizational structure, unforeseen financial crises, and strained
organizational culture.
Providing a structure that includes vision and strategy development,
communicating the

chang~

vision, empowering employees, and generating short-term

wins to support the organization and all of its stakeholders should be a major focus
(Kotter, 1996). For the Family and Children Association, the first priority was to
construct an organizational structure that fostered communication and provided a
coherent and manageable way of administering multiple services. By first focusing on
organizational structure, FCA was able to create a foundation in which growth and
sustainability could be fostered.
Where to Begin

In the beginning, there was a twelve member executive team that consisted of key
administrators from both former organizations. Their first task was to develop a menu of
issues that required immediate attention and then to devise work groups from both
organizations to address the concerns and recommend changes. While formulating
management structures and enhancing communication were key priorities, it became
evident early on that a joint vision, common focus, and shared values would be necessary
to integrate the complex organizational structure (Giffords and Dina, 2004). In year two,
the Family and Children Association's stakeholders understood the need for a strategic
plan to guide the new organization.

r
22

The leadership of the Family and Children Association used a strategic planning
tool called, "Continuous Quality Performance Improvement" (CQPI). CQPI became the
focus of the organization and was used as a commitment to urgently and continually
improve all aspects of the organization's functioning. Moreover, strategic planning was
used as a guarantee to the community that what the Family and Children Association
does is both effective and efficient, (i.e. the services produce positive outcomes for
clients and the Family and Children Association is proficient in the use ofresources).
The lessons learned from the CQPI process was that involving many stakeholders
across the agency in formulating the strategic plan worked well to gain buy-in. The
stakeholders remained .involved in various targeted activities to implement the plan
annually. A global system of review and monitoring was put in place that was all
encompassing. What remains unclear is the relevance of certain outcomes that are more
process in nature, and do not give a clear sense of their impact on clients lives such as the
benefits the clients receive as a result of participating in FCA's programs and services.
This conundrum is typical of the nonprofit sector and makes the case that work still needs
to be done to ascertain what are credible and realistic service outcomes that are
measurable (Giffords and Dina, 2004).
Barriers to Capacity Building

Although the case can be made in favor of capacity building, there is several
challenges nonprofits face in their effort to pursue capacity building. Capacity building is
hard to incorporate into an organization because funders rarely fund these activities as
they are not viewed to have measurable outcomes. Managers rarely treat capacity
building as a top priority and often do not follow through on it because of its intricacies
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and time commitments. Lack of knowledge prompts boards to seldom support capacity
building activities such as strategic planning due to the inability of the staff to reflect a
return on investment (McKinsey et al., 2003).
The literature also suggests that capacity building is time consuming, expensive in
the short run, and that most nonprofit managers would prefer to spend their money on
programs (McKinsey et al., 2003). Program delivery is a quantifiable activity that funders
and managers alike can view the "numbers" to determine a return
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investment. The

bottom line for nonprofits is changed human lives.
There are so many ways to affect people, however in the face of multiple
challenges it becomes a question of how to get to the end goal. Even in the face of the
monumental challenges, nonprofit leaders must continue to push for capacity building
activities. One of the first places to begin capacity building activities is to identify threats
to the organization. McKinsey et al., (2003) identifies several vulnerabilities nonprofits
face: (a) program restricted funding, (b) heavy reliance on government, (c) difficulties in
measuring missional impact, and (d) nonprofit-like behavior. These barriers will be
discussed further in order to gain a comprehensive understanding of the impact they have
on capacity building.

Program Restricted Funding
Program restricted funding tends to follow the pressing issue(s) of the
environment. For example, if society's present focus is on decreasing teen pregnancy,
then funding is earmarked to those organizations whose services work toward that goal.
The United Way in particular has defined impact areas in which they will only fund
programs that will fall within those defined areas. The United' Way of Greater Rochester,
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who is a major funder for the majority of the nonprofit, human service organizations in
the Rochester, New York area, has decreased its impact areas (www.uwrochester.org).
There were six impact areas in the 2006 - 2007 pledge year: (1) ensuring kids are
ready for kindergarten, (2) helping kids succeed in school, (3) supporting families, (4)
fostering safe and vibrant neighborhoods, (5) helping seniors stay independent, and (6)
empowering people with disabilities. In the pledge year 2007 - 2008 these were reduced
to three": (1) ensuring student readiness and success, (2) helping people achieve
independence, and (3) supporting people in crisis (United Way of Greater Rochester, Inc
pledge form www.uwrochester.org).

Heavy Reliance on Government
With recession and government funding cutbacks many nonprofit institutions
have experienced a serious cost-revenue squeeze (Nielsen, 1986). The cost-revenue
squeeze and consequent conflict between cost reduction and increased subsidized needs
creates a serious dilemma for many nonprofit organizations (Nielsen, 1986, p. 26). The
government tends to fund the current issues affecting the American community at large.
The implications for nonprofit organizations are that they have to keep their customers in
the hearts and minds of their governors, mayors, and local governmental representatives.
An important concern raised in the literature is that nonprofits can be heavily
influenced by the goals and objectives of their major funders and this can affect their
missions (Tuckman, 1998).

Difficulties in Measuring Missional Impact
In these difficult times it is hard for leaders of nonprofits to maintain the balanced
vision to invest in capacity while enduring the pain of financial cutback after cutback
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(McKinsey, et al., 2003). On its face this dilemma may not be viewed as catastrophic,
however, if nonprofit leaders are not able to meet their contractual obligations they run
the risk of losing their funding and being forced to shut their doors. The consensus is that
nonprofits often react to daily needs and opportunities without considering their ultimate
objective, which decreases the likelihood of their ability to fulfill their mission (Craft,
2006).
Evaluation and measuring outcomes are required now more than thy have been in
the past. Nonprofit funding entities such as The United Way link their funding to
performance measurements. The performance measurements come in the form of
monthly, quarterly and year-end reports. However, most nonprofit organizations receive
funding from multiple funders and their requirements usually vary. This variability
places additional strain on program delivery because the focus is on meeting the
requirements instead of providing quality programming and ultimately achieving the
mission of the organization.
Nonprofit-Like Behavior

One of the greatest challenges to capacity building appears to be rooted in the
notion that nonprofit-like means doing more with less under unyielding pressure (Light,
2002).
Light encourages nonprofit organizations to conduct themselves more "businesslike". He defines business-like as acting in the same manner as a for-profit by employing
meaningful and reliable measurement tools. According to McKinsey and colleagues the
sector needs to eradicate this outdated and undermining definition posed by Light and

26

create a positive definition that proclaims that nonprofits are about excellent performance
in pursuit of aspirations driven by the common good.
With so many challenges both external and internal, one might wonder if there is
any hope for nonprofit organizations to survive, let alone build capacity (McKinsey et al.,
2003). There is hope and there are tools, programs, and activities to assist organizations
in their quest to build capacity. In the study of the 318 nonprofit, human service
organizations by Light (2004), performance measurements were pivotal in making the
connection between capacity building and improved organizational performance.
Of the 318 organizations two-thirds reported gains in efficiency and productivity
of at least 10% (p. 105). There was a link between certain interventions and their results
as well as trade-offs across efforts in terms of cost and benefit as shown in Table 2.1
(Light, 2004). Focusing on strategic planning there were increases identified including a
53% increase in morale, 41 % increase in effectiveness, 25% increase in efficiency, 72%
increase in focus, 22% increase in funding, 25% increase in client satisfaction, 47%
increase in decision-making, and a 38% in reputation.
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Table 2.1
Percent ofrespondents identifying the organization's effort as having a great deal of impact on
the output
Specific
activity
identified in
survey

Morale

Effectiveness

Efficiency

Focus

Funding

Client
satisfaction

Decision
-making

Accountability

Reputation

External
relationships
Internal
structure
Leadership

44

43

27

46

35

45

25

26

52

47

52

48

55

12

26

38

45

26

48

33

46

62

19

19

48

54

33

36

55

50

46

12

30

37

53

29

53

41

25

72

22

25

47

25

38

45

40

20

35

45

50

15

20

70

26

37

37

32

26

74

11

11

63

50

41

41

68

5

18

50

55

27

71

62

71

90

24

33

67

76

38

29

53

47

18

6

35

24

47

24

Management
systems
Strategic
planning
Media
relations
New
program
Reorganizati
on
Leadership
change
New
technology

As seen in the research studies that were reviewed, nonprofit organizations
involvement in capacity building activities may provide some tools for dealing with their
vulnerability to external circumstances. One of these tools includes being involved with
the right capacity building activity at the right time has also been mentioned as a key to
producing the desired outcome. The case for organizational capacity building hinges on
finding a positive relationship between the activity and organizational effectiveness,
meaning the leadership of nonprofit organizations needs to pick the right answer, for the
right problem, at the right time (Light, 2004).

Strategic Planning To Build Organizational Capacity
When the leadership of a nonprofit organization has decided to become involved
\

in capacity building, one of the first places it can focus is strategic planning. The first
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question to be answered is what is strategic planning? Strategic planning has as many
definitions as it has elements. As mentioned in Chapter one, one definition is, "a
systematic process or management tool that brings consensus regarding organizational
priorities among key stakeholders to help the organization do a ,better job of meeting its
mission (Wilbur, 2000). Another definition of strategic planning is "a disciplined effort to
produce fundamental decisions and actions that shape and guide what an organization is,
what it does and why it does i.t" (Olsen and Eadie, 1982). Strategic planning is also
viewed as the development and implementation of informed strategies that connect one's
nonprofit's present circumstances with an attainable vision for the future (Council of
Community Services of NYS, 2006).
A preliminary question may be: Why is there a need for strategic planning in
nonprofit organizations? Steiner et al., (1994) identifies a series of internal indicators that
increase the urgency for planning; a) during periods of high staff turnover, b) a change in
leadership among key personnel, c) during periods ofslow or little growth, or d) a change
in societal conditions or perceptions of human service organizations. These internal
indicators can be used to assess the current state of the organization with the hopes of
using these types of circumstances as a gage to become involved in strategic planning.
Another answer to the question of why strategic planning, is that the nonprofit
sector has experienced a fundamental shift in envi_ronmental conditions (Crittenden and
Crittenden, 2000). This shift includes changes in funding priorities and increased
competition within the nonprofit sector. As a result of the environmental shift, there has
been an increased demand for nonprofit services to address issues such as alcohol and
substance abuse, homelessness, urban education, crime prevention, etc. There has also
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been a decrease in support that has resulted in reductions in government subsidies,
underemployment, and donor skepticism (Crittenden and Crittenden, 2000).
According to the literature another answer to the question of why strategic
planning is, pressure from external sources plays a key role in the use of strategic
planning (e.g. parent organization, or major funding source) (Webster and Wylie, 1988)
and (Wolch and Rocha, 1993). These external pressures make it difficult for an
unprepared organization to respond in a proactive manner. One way for nonprofit
organizations to cope is to use strategic planning as an opportunity for stimulating and
responding to change (Steiner et al., 1994). In addition strategic planning helps an
organization to refocus when the collective feeling is that the organization is trying to be
all things to people or that it is all over the place (Giffords and Dina, 2004).
A Starting Point

With so many strategic planning tools and suggestion on where to begin in the
process, it can be a challenge to know what to do. When organizatio_nal leaders want to
develop a strategic plan for the organization, one activity they may want to start with is to
first conduct an environmental scan to identify those issues that may impact the
organization (Giffords and Dina, 2004).
Beginning with an organizational capacity assessment can lay the groupdwork for
a successful strategic plan (Mittenthal, 2000). To assure the survival of their
organizations, nonprofit leaders must create a proactive plan within the context of their
present environment. Once the decision has been made to become involved in strategic
planning the next task is to map out the tasks.
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Strategic planning needs to be inclusive. At one point or another, all important
stakeholder groups should have a voice in the planning effort (current staff, incoming and
current board members, clients, funders, and partner organizations) should have a voice
in the planning effort (Mittenthal, 2000). Including those who Will be affected by the
plan or who have a role in the plans implementation increases awareness, knowledge and
ultimately can assist in garnering support. Both the staff and board need to be involved
so that everyone hears the same things and are on the same page.
From the very beginning, there needs to be a commitment to change. No
organization no matter how relevant its mission, can afford to become chained to the
same goals, programs, and operating methods year after year (Mittenthal, 2000). When
there is a realistic plan in place, strategic planning can open the door for new possibilities
and opportunities.
Benefits of Strategic Planning

Some critics argue that strategic planning can be time consuming and disruptive.
Steiner, et al. (1994) asserts that strategic planning hdps preserve time and energy by
directing organizational efforts into a proactive plan for the future, rather than into
reactive action in crisis mode. Strategic planning requires an organization to understand
its environment and to create a framework that can guide its effective performance (Olsen
and Eadie, 1982).
It is usually difficult to proceed down the road if you do not have an idea of where you

are going. As the old adage goes "If you don't know where you are going, any bus will
do" (Craft and Benson, 2006).
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Strategic planning serves a variety of purposes in an organization including but
not limited to (McNamara, 2003):
1. Clearly defining the purpose of the organization and to establish realistic goals
and objectives consistent with the mission in a defined time frame within the
organi.z;ation's capacity for implementation.
2. Communicating goals and objectives to the organization's constituents.
3. Developing a sense of ownership of the plan.
4. Ensuring the most effective use is made of the organization's resources by
focusing the resources on key priorities.
5. Providing a base from which progress can be measured and establish a
mechanism for informed change when needed.
6. Bringing together of everyone's best and most reasoned efforts have important
value in building a consensus about where an organization is going.
Strategic planning can help facilitate communication and participation, accommodate
divergent interests and values, foster wise and reasonably analytic decision-making and
promote successful implementation. In short, at its best strategic planning can prompt in
organizations imagination and commitment (Bryson, 1995). Another benefit of strategic
planning is the promotion of strategic thought and action (Bryson, 1995). This in tum
leads to more systematic information gathering about the organizations external and
internal environment and various interests, heightened attention to organizational
learning, clarification of the organizations future direction, and the establishment of
organizational priorities for action.
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Improved decision-making through strategic planning can help focus on the
crucial issues and challenges an organization can face and it helps key decision makers
figure out what they should do about them. This can in tum lead to enhanced
organizational responsiveness and improved performance. Organizations may experience
benefits of strategic planning; however, there is no guarantee they will. In a study of
planning and performance, Crittenden and colleagues (2004) studied strategic planning
and its relationship to performance in nonprofit organizations. Based on a sample size of
303 nonprofit organizations, the study looked at individual and diverse elements of the
planning process. The researchers received a directory of 11,300 voluntary organizations
in a single state.
Questionnaires were sent to 600 organizations based on random sampling to
endure an adequate number ofresponses for valid use of the intended data reduction
techniques and statistical measures (Crittenden et al., 2004). A response rate of 55% was
achieved through the mailing of questionnaires and follow up reminder telephone calls.
The questionnaire gathered information in three major areas general organizational
characteristics, strategic planning elements, and resource contribution measures
(Crittenden et al., 2004).
The purpose of the data analysis was to determine if significant relationships
existed between strategic planning elements and resource contribution (Appendix G).
The essence of the study was that planning was not a single process but rather one
composed of separate variables. The overall finding was that only certain planning
elements are important to certain stakeholders meaning what goes into the planning of the
strategic plan depends on where you sit in the organization. The study also showed a
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clear and positive association between the scope of planning and executive satisfaction.
This finding indicates that a planning process which includes objective setting,
forecasting, and evaluation is important to the view of performance by the nonprofits top
executive (pg. 94).
There was a negative correlation between strategic planning elements and donor
resource contributions (dependent variables) (Crittenden et al., 2004). This finding
indicates that administrative informality (the use of short-term intuitive decision making
and laissez faire style leadership) is negatively associated with increases in volunteer
involvement and service/activity/product offerings but is related to executive satisfaction.
This seems to suggest that donors are less likely to contribute to one-,time hit or miss
endeavors. This finding would seem to advocate for long-term sustained planning in
which donors can see the benefit of their resources over time.
Delaying Strategic Planning

There are two compelling reasons for organizations to delay formal strategic
planning effort. According to Mitroff and Pearson (1993) strategic planning may not be
the first step for an organization whose roof has fallen. For example, an organization may
be experiencing a cash financial crisis and will need to remedy a cash flow problem first
(Bryson, 1995). It is critical for the leadership in the organization to be in a position to
focus their attention on the strategic planning process which could have some budgetary
implications. If the organization is concerned with a major crisis, then it may not be the
ideal time to begin a strategic planning effort.
Another instance in which an organization may have to postpone strategic
planning is ifthere is a need to fill a key leadership position (Bryson, 1995). For
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example, if the organization is in a transition period and is seeking an executive director,
then more than likely this would not be an ideal time to begin a strategic planning
process. In most organizations, the leader in the organization is very involved in the
strategic planning process, thus making it difficult for an organization that is in the midst
of naming a new leader to engage in the strategic planning process.
Another compelling reason for an organization to postpone strategic planning is
if there is a lack of skills, re.sources, or commitment by key decision makers to produce a
solid plan (Bryson, 1995). If these elements are not in place, then strategic planning will
be a waste of time. Organizations who become involved in strategic planning when t)lere
is a lack of internal capacity to perform, have and will find themselves in a far worse
situation.
Staff that are skilled and committed are key elements in any successful
organization. Without staff, resources and commitment, ·the organization will continue to
fall down a slippery slope, and strategic planning will be the least of their worries.
According to Bryson and Roering ( 1988, 1989) the paradox of strategic planning is that it
is most needed where it is least likely to work and least needed where it is most likely to
work. However it is important to not tum these reasons into excuses. It is equally
important to be mindful that strategic planning should not be undertaken if
implementation is extremely unlikely (Bryson, 1995).
Opponents of Strategic Planning

Many studjes focus exclusively on evaluating a specific program rather than
examining overall performance. Despite the lack ofresearch, much of the literature
available to nonprofit managers assumes that formal planning improves performance.
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Two problems exist with this assumption, first, much management literature views
planning as a single process rather than one composed of separate, identifiable elements,
some being more relevant to nonprofits specific situation than others (Bryson, 1995; Nutt,
1984).
Performance is notoriously hard to measure in nonprofit organizations because
these organizations are often characterized by vague goals appealing to multiple
constituencies who hold several, often competing concepts of what constitutes effective
organizational performance (Hatten, 1982; Kanter and Summers, 1987; Newman and
Wallender, 1978). A straightforward assertion that planning improves performance is
problematic. Studies that have been conducted to measure a variety of financial
indicators, such as return on equity or operational measures have shown a weak but
positive relationship between strategic planning and performance (Armstrong, 1982,
Pearce, Freeman, and Robinson, 1987; Ramanujam, Venkatraman, and Camillus, 1986).
Performance is of theoretical, empirical, and practical significance. One assertion is that
it is strategic thinking and acting that are important, not strategic planning (Bryson,
1995).
Ideally strategic planning encourages an organization to align its systems and the
energy of its members behind a particular .set of goals important to the success and/or
viability of the organization (Moxley, 2004). When properly embedded to the day-to-day
operations of the organization, strategic planning can be used as a guide to support the
internal structure of the organization. One of the main objectives of strategic planning,
which can also be viewed as a challenge, is for an organization to position itself in its

36

environment to take full advantage of opportunities and to proactively minimize
organizational threats (Moxley, 2004).
Keeping Strategic Planning in Perspective

With so many moving parts and elements involved in capacity building and
strategic planning, it is easy to lose sight of why one took the trip in the first place. The
real benefit of the strategic planning processes is the process, not the document produces
(McNamara, 2003). Too often staff are caught up in making the presentation look nice
that the elements of the process are lost. Leaming from the process and thinking
strategically produces the change, not the document. There are generally no "aha"
moments in strategic planning; it's a series of small moves that together keep the
organization headed in the right direction (McNamara, 2003).
Conclusion

The topic of using strategic planning to build organizational capacity in nonprofit
organizations is relevant to the present and future vitality of nonprofit organizations.
Gooding (1996) indicates that developing comprehensive capacity building strategies
requires a collaborative effort between providers of capacity building activities,
consumers, and funders. As previously stated, Gooding (1996) also suggests that
nonprofit organizations will have to increase their investment of time and resources to
build their capacities.
The research relevant to this topic will provide important information to nonprofit
organizations so they can make informed decisions when looking for ways to increase
their capacity to address current and emerging community issues.
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Chapter 3: Research Design Methodology

Introduction
Capacity building is designed to change some aspect of an organization's existing
environment, infrastructure, leadership, and management systems (Light, 2004). Light
(2004) goes on to further explain that the purpose of an organization engaging in capacity
building is for continuous improvement in effectiveness and increasing the organization's
ability to meet its mission and vision.
One capacity building activity that can lead to an increase in organizational
performance is strategic planning. For the purposes of this case study, strategic planning
is defined as "the systematic process or management tool that brings consensus regarding
organizational priorities among key stakeholders to help the organization do a better job
of meeting its mission" (Wilbur, 2000). It is also defined as, "a disciplined effort to
produce fundamental decisions and actions that shape and guide what an organization is,
what it does and why it does it" (Olsen and Eadie, 1982).
The selection of an appropriate quantitative, qualitative, or mixed methods
research design and methodology depends upon the research situation. For the P1:1rposes
of this research, a mixed method approach involving a case study was utilized. A case
study on strategic planning is reviewed in order to explore a single organizations
participation in strategic planning.
In a single case study, the researcher focuses on one issue or concern and then
selects a method to illustrate the elements involved in the case (Creswell, 2007). A case
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study typically involves using multiple sources, such as interviews, observations,
documents, and artifacts to study an event, a program, or an activity. The level of depth
allows the researcher to provide a descriptive analysis through the presentation of themes.
One of the challenges in using a case study is that it may not have a clear beginning and
ending points, and the researcher must set boundaries that adequately surround the case.
The important point of a case study is to describe the meaning of the phenomenon as
experienced by a small number of individuals who have experienced it (Creswell, 2007).
Although traditionally the nonprofit world has struggled with measuring abstract
principles, never has there been more of a need for nonprofit managers to concretely
measure its quality and effectiveness (Giffords and Dina, 2004). Regardless of how
organizational success is measured, theorists agree that an organization is more likely to
succeed if it takes steps to align its actions with its goals (Mulhare, 1999). Strategic
planning can be used as a vehicle for increased capacity and alignment of activities with
the mission and vision in a nonprofit organization.
Planning for the future is a critical activity for any organization; however,
strategic planning for nonprofit organizations has become vital to their continued
existence. Since strategic planning in the nonprofit sector takes its direction from the
changing environments, organizational leaders must develop strategies for keeping the
organization focused on its mission and goals (Giffords and Dina, 2004).
The primary purpose of this case study is to determine the benefits of strategic
planning in a nonprofit organization. This chapter will discuss the overall research design
for this study: including the general perspective, research context, research participants,
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data collection instruments, data collection procedures, analytical methods used, and will
conclude with a summary.
The General Perspective
The increased need for capacity in nonprofit organizations is precipitated by both
funders and donors alike demanding more of the nonprofit sector.
There are many competing priorities, projects, and initiatives which are vying for funding
and donations to survive and thrive. With competing priorities, leaders in nonprofit
organizations need to be able to make a case for targeted funding for capacity building
activities such as strategic planning. Nonprofit organizations that do not incorporate
strategic planning into their operations decrease the likelihood of their being able to
compete and provide services in their community.
Increasingly, funders and individual donors are seeking objective assurances that
programs have clearly stated outcomes and that they are being monitored for their
effectiveness and efficiency (Giffords and Dina, 2004). Participation in strategic
planning in and of itself does not provide this information. Nonprofit leaders need to
delve further into the process of monitoring and continuous improvement to ensure
quality services to thei.r stakeholders. This case study will seek to answer the .following
research questions:
1. After participating in a strategic planning process, what do board members,
senior leadership, and a consultant in a nonprofit organization identify as the
benefits, if any, strategic planning has on increasing organizational capacity?
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2. Utilizing the balanced scorecard tool, what indicators in the four focus areas
have increased or decreased in this nonprofit organization since the
implementation of the strategic plan?
Research Design

According to Yin (2003) a single case is best used when a need exists to study a
critical case, an extreme or unique case, or a revelatory case. The site selected for this
study represents a nonprofit qrganization that is currently going through the development
and implementation of their first strategic plan.
The Community Place of Greater Rochester, Inc. (CPGR) was selected because the staff
was involved in a unique strategic planning process that involves various levels of staff
and board member which is not the "norm" in most nonprofit organizations. Working
with CPGR in this case study provided the researcher the opportunity to engage all of the
participants who were involved in the strategic planning process and provide data relative
to perceptions of their participation.
The Research Context
Site Selection

This case study takes place at The Community Place of Greater Rochester,
Incorporated (CPGR), which is a 501©3 nonprofit human service agency located in
Rochester, New York. CPGR is an agency that was fonned as the result of a merger of
three settlement houses. Eastside Community Center and Genesee Settlement House
merged in April 2001 to form CPGR. In January 2002, Lewis Street Center became a
part of CPGR. CPGR belongs to a national umbrella organization called United
Neighborhood Centers of America, Inc. (UNCA).
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The historical foundation ofUNCA is described as; "United Neighborhood
Centers of America (UNCA) is a voluntary national organization with neighborhoodbased member agencies throughout the United States. Formerly known as the National
Federation of Settlements and Neighborhood Centers, it was founded in 1911 by Jane
Addams and other pioneers of the settlement movement. The settlement movement
organized grassroots organizations to provide services to immigrants who were "settling"
in America in the early

1900~.

UNCA works in partnership with neighborhood center to

find solutions to social problems th.at hinder individual self-development and prevent
productive community life.
In the early settlement house movement, committed volunteers "settled" into
needy urban neighborhoods. The settlers came to learn from the neighborhood residents;
to receive assistance in solving neighborhood and national problems; and to provide help
in solving these problems, The relationship between the settlement workers and the
neighborhood residents was one of equality (UNCA, 2007).
CPGR's mission is, "To provide neighborhood-based programs, services, and
resources which strengthens the Greater Rochester community, one person, one family at
a time." CPGR's vision is, "To strengthen communities by working i.n collaboration with
neighbors and partners to build a foundation for growth and sustainability." One measure
of organizational success is building and maintaining the capacity to realize the mission
and vision of the organization.
The organization operates two fee-generating Limited Liability Corporation's,
Community Place Properties, and Parsells Avenue Apartments. Community Place
Properties consists of four program sites, and one daycare center. Parsells Avenue
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Apartments consists of 14 housing units focused on providing safe and affordable
housing to residents in the northeast section of the city.
The service area includes approximately 77,000 residents with approximately
7,606 consumers served in 2006 (CPGR 2005-2006 Annual Report at
(www.communityplace.org). CPGR currently employs 62 full-time staff and 44 parttime staff. CPGR has an operating budget of $4.9 million (CPGR 2005-2006 Annual
Report). CPGR's assets were $9 million dollars in 2007 (CPGR 2005-2006 Annual
Report). The diverse funding portfolio includes resources from local, state, and federal
government, and a variety of grant dollars.
Economic factors were certainly a contributing factor in CPGR's decision to
begin to participate in strategic planning. According to the Mayor of Rochester, the 2008
budget priority areas included public safety, education, jobs, and economic development
(Duffy, 2007). One of the reasons for these focused efforts is that there was a projected
budget deficit for the City in the amount of $31.3 million dollars (Duffy, 2007). In order
to ensure an inclusive budget and to work to close the budget gap there was a reallocation
of money and services. The budget deficit had an impact on CPGR since City of
Rochester is one of CPGR's funders. The narrow scope of the budget priority areas
precipitated the need for CPGR to plan for additional funding sources.
Securing Access

In December 2006 under the direction of a new President & CEO, CPGR
embarked on a new process for constructing a strategic plan. This came about during a
time of rapid growth and restructuring. There was a great deal oflearning and "teachable
moments" for senior leadership and the consultant who would eventually become the face
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of the strategic planning process. Gaining access to the study participants posed minimal
challenges as the researcher was a former employee had a well-established relationship
with staff, board members, and the strategic planning consultant. Permission to use the
name and records relating to Community Place was granted by the President and CEO
with the approval of the board of directors (Appendix F).
Balanced Scorecard
In light of the economic information from the City of Rochester, the leadership at
CPGR needed to develop a written and sustainable plan to address present and future
funding needs. The strategic planning process was the vehicle CPGR needed to move
from reacting to community needs to deliberate planning efforts. The strategic planning
process incorporated the "balanced scorecard" framework as a means to align business
activities to the vision and strategy of the organization, improve internal and external
communications, and monitor organizational performance against strategic goals
(www.balancedscorecard.org). Many adopters of the balanced scorecard refer to the
process as being like putting together a puzzle.
The elements of the scorecard include the learning and growth perspective,
internal business process perspective, financial perspective, and the customer perspective.
The learning and growth perspective includes employee training and organizational
culture as it relates to individual and organizational improvement. The internal business
process perspective allows managers to know how well their "business" is running. The
financial perspective emphasizes the collection of timely and accurate funding data. And
lastly the customer perspective focuses on analyzing metrics involving customer
satisfaction, the kinds of customers, and customer processes.
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Each scorecard element is developed into a strategy map (Appendix D) and is
displayed in a logical sequence, using a disciplined framework of discovery and strategic
thinking (Balanced Score Card Institute, 2008). Once the elements of the scorecard
("dashboard items") are assembled and communicated throughout the organization, key
components are connected to form a strategic plan for moving the organization to a
higher level of performance (Balanced Score Card Institute, 2008). The rationale in this
process is that organizations ..can't improve what they can't measure. Thus through the
analysis of data from the tracking process, the measures are interpreted and evaluated to
better support goals.

Research Participants
The case study participants include three groups. The groups represent 1) ten
members of the senior leadership team at The Community Place of Greater Rochester,
Inc. (Appendix H), 2) the board of directors (Appendix I), and (3) the external consultant
CPGR engaged during the strategic planning development process.
These groups were selected as a purposeful and convenience sample given their
involvement in the strategic planning process. A follow-up qualitative interview will
took place with the President & Chief Executive Officer, Chief Operating Officer, Board
Chair, and the external consultant to obtain a more in-depth perspective of their
perceptions of the strategic planning process.

Procedures Used
There are many methods that can be applied when conducting research however,
for the purposes of this study the appropriate research approach selected is a case study
employing a mixed method approach.
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This approach allows the researcher to explore a bounded system (a case) over
time through detailed, in-depth data collection involving multiple sources of information
(Creswell, 2007).
According to Creswell (2003), the mixed methods approach employed in data
collection and analysis is one in which the researcher tends to base knowledge claims on
pragmatic grounds. The mixed methods approach employs strategies of inquiry that
involve collecting data either simultaneously or sequentially to best understand research
problems (Creswell, 2003). For this study the research collected quantitative and
qualitative data sequentially.
Institutional Review Board

In accordance with the college's research policy, in December 2007 an
application and proposal for "Expedited Review" was submitted to the institutional
review board at St. John Fisher College. The application and proposal summarized the
proposed research focus and design, consent form, an attachment of the survey
instrument, and the qualitative scripts. On December 19, 2007, the researcher received
written and electronic approval to conduct research from the Institutional Review Board
(Appendix J).
jnstruments Used in Data Collection

This case study involved the collection of both qualitative and quantitative data as
well as application of the sequential explanatory strategy for the collection and analysis
of data (Creswell, 2003). The research participants represent convenience and purposeful
sampling, since the participants have experienced the phenomenon being studied
(Creswell, 2003). In convenience sampling the participants are selected based on certain
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inclusion criteria and their accessibility to the researcher (Cotrell, 2005). The purposeful
sample included the twenty-eight participants who were involved in the strategic
planning process.
Questionnaire

In phase one of the data collection, the research participants were given a 27-item
questionnaire from an existing measurement instrument adapted with pennission from
author, Paul Light (2004). The questions were adapted from his instrument entitled "The
Capacity Building Survey" (Appendix K). The questionnaire consisted of a set of predetermined closed-ended questions in order to generalize results to a population. The
majority of the questions were semantic differential items (using a rating system), and
additional open-ended questions were used to obtain perceptions of strategic planning.
The questionnaire was constructed as an electronic survey tool using an

on~line

survey software. Each participant was sent an email with the survey link in February of
2008. The participants were given instructions and a time line for completion. Their
consent, participation, and right to withdraw were detailed in the instruction section of
the questionnaire (Appendjx L). Consent was implied through the submittal of a
completed questionnaire. The participants were given a three-week timeframe in which
to complete the questionnaire with a reminder email sent at the end of week one and the
end of week two.
Interviews

"The qualitative resear:ch interview attempts to understand the world from the
subjects' point of view, to unfold the meaning of peoples' experiences, and to uncover
their lived world" (Kvale, 1996, p.1 ). In this case study the second phase of data
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collection involved a qualitative approach using face-to-face, semi-structured interviews
with pre-determined questions and emergent questions based on the responses of the
participants (Appendix M). A semi-structured interview is defined as, "an interview
whose purpose is to obtain descriptions of the life world of the interviewee with respect
to interpreting the meaning of the described phenomena" (Kvale, 1996, p.29). The
primary focal point of the interviews was to ask participants to recall or reflect upon their
experiences in the strategic planning process.
The interviews for this case study took place over a period of time in March April 2008. They were conducted in person at the location request of the participant
based on availability. In the event the research participant was unavailable for an in
person interview, the interview took place by telephone. The process involved individual
interviews with the CEO and COO, the board chair, and the consultant who par1jcipated
in the strategic planning process. The interviews were conducted in March - April of
2008 and were used to determine the perceptions of the members of the leadership team,
and the consultant after one year of being involved in the strategic planning effort. The
interviews were recorded through audiotape, and by written notes then transcribed for
content and theme analysis. This process was suitable to address availability of the
participants.
The interview process involved the participanf and the researcher meeting at an
agreed upon location. The researcher reviewed the process for the interview and then
presented the interviewee with the consent form (Appendix N) for review, agreement,
and signing. Once the consent form was signed and there was approval to proceed, the
interviewer turned on the tape recorder and began fielding questions and

48

taking notes during the dialogue. Once the interview was completed the researcher
provided a typed summary and sent it via email within five days to be reviewed by the
interview participants for accuracy.
Corifidential Treatment and Disposition of Data

Permission was granted to use names of all participants who participated in the
face-to-face interviews. Names of those who participated in the on-line survey have been
and will be kept confidential.. General position titles are used in the dissertation and will
be used in any other writing and presentations from this research.
The audio taped interviews and written transcripts have been kept at the
researcher's home during the course of this study. The audiotapes will be erased and files
will be destroyed no later than three years after the completion of the doctoral degree.
Survey data collected via the website Survey Monkey (www.survevrnonkey.com)
will remain available to the researcher through an annual subscription for up to two years
after the completion of the doctoral degree.
Analysis of the Data

In the data analysis section of the case study, the quantitative results will be
interpreted and explained through descriptive statistics. Descriptive statistics allow the
researcher to summarize in a concise form the results of measurements of a group of
individuals or events (Thomas & Brubaker, 2001). For this case study descriptive
statistics will include frequencies and averages. The desired outcome of this case study
will be to describe relationships through the integration of data collected in both the
quantitative and qualitative approaches.
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Qualitative data analysis is a process of systematically examining, reviewing, and
arranging interview transcripts until an understanding of the phenomena can be found
(Jones, 2005). It is an ongoing, cyclical process of discovery, working with data,
searching for emerging patterns and ultimately developing themes that provide a thick
description of the experience (Bogadan and Biklen, 2003; Creswell, 1998). This was
achieved through a system of identifying, coding, and summarizing emergent themes.
The research questions of this case study served as the basis for the data analysis.
This case study was designed to determine the benefits and barriers strategic planning has
on organizational capacity. The qualitative data results will be interpreted through a
holistic (Yin, 2003) data analysis approach. This approach uses a detailed description of
the case, which includes the history and chronology of events through interviews and a
review of records. This information will be presented in a narrative format that includes
tables and descriptive summaries that incorporate the data collected. This data analysis
process will allow the researcher to express commonalities and dissonances in the
perceptions of the participants. Quotes were used to provide a succinct picture and better
understanding ofthe themes and selected categories (Jones, 2005). The emergent themes
will be discussed individually and will be presented according to the way they were
revealed during the data analysis.
The researcher used two forms of data analysis as a means to validate the data
collected. The first activity was through member-checking. This activity was used to
determine the accuracy of the qualitative findings by taking the final report, specific
descriptions, or themes back to the participants and determining whether the participants
felt their views were accurately represented (Creswell, 2003). Member-checking
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occurred via an emailed report of the findings generated by the researcher submitted to
each interview participant.
To provide credibility, a second method of data analysis included triangulation of
different data sources, methods, and participants. The triangulation of data will be used
to compile all of the information gathered from the various forms of data collection.
Triangulation of data from different sources of information by examining evidence from
the sources can be used to build a coherent justification of themes and to provide
verification of the data collected (Creswell 2003, pg. 196). These two activities,
member-checking and the triangulation of the different data sources, assisted in providing
accurate reporting of the findings.
Summary

This chapter discussed the overall research design including the general
perspective, research context, research design, research participants, data collection
instruments, data collection procedures, and analytical methods used. The purpose was
to review the research topic of strategic planning in nonprofit organizations as a means to
increase organizational capacity building. The data gathered in this case study will
provide important evidence-based information relative to strategic planning as a capacity
building activity to the nonprofit sector in their efforts to fulfill their missions.
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Chapter 4: Results

Introduction
This chapter will review the research questions and the results of the data
gathered from the case study involving strategic planning as a capacity building activity.
The research tools consisted of an on-line questionnaire and qualitative interviews. In the
data analysis the information is displayed in charts, tables, and graphs to include
frequency data. Frequency data are used to summarize the number of instances of a
particular characteristic or variable (Nicol and Pexman, 1999). The data analysis
includes narrative summaries to detail responses to open-ended survey and interview
questions.
There were two guiding research questions for this case study:
1. After participating in a strategic planning process, what do board members,
senior leadership, and a consultant in a nonprofit organization identify as the
benefits or barriers, if any, strategic planning has on increasing organizational
capacity?
2. Utilizing the balanced scorecard tool, what indicators in the four focus areas
have increased or decreased in this nonprofit organization since the
implementation of the strategic plan?
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Survey Results
Demographics
There were twenty-seven questions listed on the capacity building questionnaire.
Twenty-eight people were sent the survey link via Survey monkey. Eighteen people
started the survey and thirteen people completed the survey for an overall response rate of
46%. One of the contributing reasons for the low response rate was that seven out of
twenty were new board members who were not involved in development of the strategic
planning process and felt they were unable to answer these questions. The charts below
display survey respondents according to organizational position.
The questionnaire was divided into six sections; Demographics, foundation,
background, resources, involvement, and performance. Questions were asked in each
section relative to gamer the participant's perception. For purposes ofreporting the data
collected, the results will be reported in three ways. Frequency of responses will be
reported to include results from the three participant groups (board, executive staff, and
senior leadership) separately to provide comparative information. Frequency will also be
reported to include a summary of all three participant groups. Finally, a narrative format
will also be presented to describe participant responses in greater detail. In Tables 4.1 4.17, the number of responses is displayed preceding the percentage of response which is
displayed in parentheses ( ).
Under section one, entitled, "Demographics'', participants were asked to identify
their gender, length of service, and level of education, and role in the organization. Table
4.1 displays the frequency of responses according to their role in the organization. The
demographic information provides a foundation of the case study participants.
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Question 1 was, "What is your gender"? There were eight males and four females who
participated in this case study. There was one participant who skipped the question.
Question 2 asked, "In your current capacity at CPGR, what is your length of service"?
The length of service included 31 % of participants served one to three years, 23% served
four to six years, 15% served seven to ten years, and 31 % have served more than ten
years. Question 3 asked, "What is your highest level of education achieved?" There were
five participants who hold Bachelor's degrees and five participants who hold Master's
degrees. There was one participant who holds a High School Diploma, one with an
Associate's degree, and one with a Doctorate. Question 4 asked participants, "In your
current capacity what is your position level?" There were six senior leadership staff, two
executive staff, and five board members.
In section two, entitled, "Foundation", question 1 asked participants, "Please
indicate how much change there has been over the last three years in the number of
programs or services offered, number of consumers, and the size of the budget."
When looking at growth in all three areas, the board indicated some growth in all three
areas. Eighty percent of the board indicated some growth in the number of programs.
The board was split in their responses to growth in number of consumers with 40%
indicating a great deal of growth, 40% indicating some growth, and 20% indicating no
significant growth. The board was also split in their responses to growth in the size of the
budget with 40% indicating some growth, 40% indicating no significant growth, and 20%
indicating a great deal of growth.
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Table 4.1
Demographic characteristics of participants
Role in the organization
Board

male
3 (23)

female
1 (8)

skipped question
1 (8)

Executive

1 (8)

1 (8)

0

Senior Leadership

4 (31)

2 (15)

0

Bachelors

Masters

Doctorate

1 (8)

2 (15)

1 (8)

1 (8)

0

0

0

2 (15)

0

Senior Leadership

1 (8)

0

3 (23)

2 (15)

0

Length of Service
Board

<1 year
0

1-3 yrs
1 (8)

Executive

0

1 (8)

0

Senior Leadership

0

2 (15)

1 (8)

Level of Education

High School

Board

0

Executive

Role in the organization
Board

Associates

4-6 yrs
2 (15)

7-10 yrs
1 (8)
1 (8)
0

>10
1 (8)
0
3 (23)

number of participants by percentage
38

Executive

15

Senior Leadership

46

Questions 2, 3, and 4 of the foundation section were open-ended questions which
asked participants to respond according to their perception of the question. Question 2
asked participants, "Words often have a somewhat different meaning to people. What do
the words capacity building means to you?" The themes that emerged from the responses
included the ability to achieve maximum results to strengthen the infrastructure; the
ability to serve more people; the ability to achieve the mission; and the ability to expand
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services. It was also stated that capacity building increases skills, competencies,
resources, quality of services, and enhances the agency as a whole.
Question 3 asked participants, "Words often have a somewhat different meaning
to people. What do the words strategic planning mean to you?" The themes that
emerged from the responses included purposeful planning for the future, goal setting,
strategizing, thinking strategically, targets and measures related to objectives, ensuring a
route for achieving organizational goals, and high level oflong term planning.
Question 4 of the questionnaire asked participants, "In relation to the strategic
planning process at CPGR, in your current role, what has been your involvement?" The
themes that emerged from the responses indicated levels of involvement in giving input,
reviewing information, monitoring the plan, and the creation of departmental strategic
plans.
In section three, entitled, "Background'', the first question of the section asked
participants to indicate their level of agreement to the following statements, "An
organization can be well managed and still not achieve its program goals". The
participants somewhat agreed by 36% and 29% agreed that an organization can be well
managed and still not achieve its program goals. The second statement was, "An
organization can be very effective in achieving its program goals but not be well
managed". The participants somewhat disagreed by 43% and disagreed by 21% that an
organization can be very effective in achieving its program goals but not be well
managed. The remaining participants agreed by 14% with the statement.
Question 2 of the background section asked participants, "To date, how long has
CPGR worked on strategic planning?" The choices included, six months or less, seven
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,
months to one year, one year, more than one year but less than two, and more than two
years. The responses displayed in the Table 4.2 indicate that 77% of felt CPGR had been
working on strategic planning for more than two years.
Table 4.2
Length of time CPGR worked on strategic plan
Length of Time
Board

<6mos
0

7mos- lyr
0

1 yr
0

1-2yrs
0

>2yrs
5 (38)

Executive

0

0

0

0

2 (15)

Senior Leadership

0

0

0

3 (23)

3 (23)

Question 3 asked the participants, "In your opinion did CPGR do a great deal of
planning before it began this effort to improve its organizational performance?" The
answers included a great deal, fair, not too much, little, and not enough information to
respond.
The responses displayed in Table 4.3 indicate participants varied in their knowledge of
the level of planning CPGR had been involved in prior to the formalized strategic
planning process.
Table 4.3
Amount of planning CPGR was involved in prior to the strategic plan
Amount of planning
Board

great deal
2 (15)

fair
3 (23)

not too much
0

little
0

not enough info
0

Executive

0

1 (8)

0

0

1 ( 8)

Senior Leadership

0

1 (8)

2 (15)

1 (8)

2 (15)

Question 4 asked participants, "Did CPGR use any of the following resources for
the strategic planning effort? (check all that apply)" The choice selections included
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consultant(s), web-based resources, books or manuals, training, advice from colleagues,
and technical assistance. The responses are displayed in Table 4.4 account for the use of
a variety of resources used in the strategic planning process.
Table 4.4
Resources used for strategic planning
Resources
leadership
Consultant( s)

Board

Executive staff

Senior

3 (23)

2 (15)

6 (46)

Web-based

1 (8)

0

1 (8)

Books, manuals

4 (31)

1 (8)

4 (31)

Training

3 (23)

1 (8)

3 (23)

Advice

31

8

23

Technical assistance

15

8

23

In question 5, participants were asked, "Please describe how helpful each of the
following were in the strategic planning effort to improve organizational effectiveness."
The results represent summative responses. Consultant(s) were indicated to be very
helpful at a rate of 72%. There were 67% of participants who indicated they did not have
enough information to respond to the helpfulness of web-based resources. The remaining
participants indicated web-based resources were somewhat helpful at a rate of 22%, and
very helpful at a rate of 11 o/o. Books and manuals were identified to be helpful 33%.
Training was identified to be very helpful by 41 %. Advice from colleagues was
indicated to be helpful at a rate of 46%. There were 37% of participants indicating they
did not have enough information to respond to the helpfulness of technical assistance.
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In section four, entitled, "Resources", the first question asked participants, "Did
CPGR received outside funding to cover the strategic planning effort?" Table 4.5 shows
that 46% of participants indicated CPGR did not receive outside funding and 46%
indicated they did not have enough information to respond. The remaining 8% indicated
CPGR did receive outside funding.
Table 4.5
Did CPGR receive outside .funding?
Participants

yes

no

skipped question

Board

1 (8)

4 (31)

0

Executive

0

2 (15)

0

Senior Leadership

0

0

6 (46)

The second question in the resources section asked participants, "Roughly, how
much did the strategic planning effort cost, and please indicate direct and in-direct
costs?" In Table 4.6 the responses varied across the participant groups. The senior
leadership staff indicated they did not have enough information to respond and one
person within that group skipped the question. The executive staff indicated a cost of
$5,000 or less and the other executive staff person stated they did not have enough
information to respond. The board respons_es ranged from no cost; a cost of $5,000; a
cost of $10,001 - $15,000; and one person indicating they did not have enough
information to respond.
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Table 4.6
Costs associated with strategic planning
Amount of planning

no cost

$5k or less

$5,001:$10k

$10,001$15k

Board

2 (15)

1 (8)

0

1 (8)

0

1 (8)

Executive

0

1 (8)

0

0

0

1 (8)

Senior Leadership

0

0

0

0

0

5 (38)

>$15k

not
enough info

Question 3 asked participants, "Thinking about all of the financial resources
dedicated to the strategic planning effort, if any, how would you describe them?" In
Table 4.7 the financial resources were viewed as very adequate by 15%. Seven percent
of participants indicated the financial resources were somewhat adequate. There were
31 % of participants who felt the resources were adequate. The remaining 46% indicated
they did not have enough information to respond.
Table 4.7
Adequacy of funding
Adequacy

very

somewhat

Board

2 (15)

0

Executive

0

Senior
Leadership

0

adequate

not at all

2 (15)

not too
adequate
0

1 (8)

1 (8)

0

0

0

0

1 (8)

0

0

5 (38)

0

not
enough info
1 (8)

In section five, entitled, "Involvement", the first question asked participants to,
"Please indicate the level of involvement in the strategic planning process of each of the
following groups of people." The groups of people included board members, executive
staff, leadership staff, professional staff, line staff, and consumers.
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Some of the participants responded that the board members had a fair amount of
involvement by 31 %, not too much involvement 31 %, a great deal of involvement 7%,
were not involved at all 7%, and 23% responded that they did not:have enough
information to respond.
There was a 100% response rate by participants that executive staff had a great
deal of involvement. While the leadership staff were identified to have had a great deal
of involvement by a rate of 85%, 8% responded that they had a fair amount of
involvement, with (8%) indicating that they did not have enough information to respond.
Professional staff was identified to have had a great deal of involvement by 39%,
while 23% responded they had a fair amount, and 23% of participants identified
professional staff as not having too much involvement. Fifteen percent of participants
indicated they did not have enough information to respond.
Line staff was identified to have had a fair amount of involvement by 23 %, and
not too much involvement by 23%, while 23% indicated they did not have enough
information to respond. It was indicated by a rate of 31 % that consumers were not
involved, did not have too much involvement by 23%, and 31 % indicated they did not
have enough information to respond.
Question 2 of the involvement section was open-ended and asked participants,
"Who would you say was the strongest advocate, or champion of the strategic.planning
process?" The participants responded with a rate of 54% that the President & CEO was
the strongest advocate. There was a response rate of 77% for the COO as the strongest
advocate, and the senior leadership was identified as the strongest advocate by 15%. The
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consultant was seen as the strongest advocate by 15%, and the board was seen as the
strongest advocates during the strategic planning process by 8%.
Question 3 asked participants to, "Please indicate how successful the strategic
planning process was or has been in improving organizational performance." In Table
4.8, 31 % of participants indicated they did not have enough information to respond, 15%
indicated CPGR experienced some success in strategic planning, 46% felt CPGR was
mostly successful, and 8% inc;licated CPGR was completely successful with strategic
planning.
Table 4.8
Success of strategic planning
Level of Success

completely mostly somewhat

Board

2 (15)

Executive

0

Senior
Leadership

0

mostly
unsuccessful

unsuccessful

not enough
info

0

0

0

1 (8)

0

1 (8)

0

0

1 (8)

3 (23)

1 (8)

0

0

2 (15)

3 (23)

Question 4 asked participants to, "Please indicate how important each of the
following was or has been to the success of the strategic planning process." The
categories included board involvement, adequate time to devote to strategic planning,
adequate funding, effective consultant(s), community involvement, staff commitment,
events beyond their control. In all three tables, Table 4.9, 4.10, and 4.11 the participants
had a variety of responses relative to their perception of factors that contributed to the
success of strategic planning.
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In Table 4.9 board members felt their involvement was very important to the
strategic planning process at a rate of 60%. The board also felt that adequate time to
devote to strategic planning was very important at a rate of 60%. An effective consultant
was very important at a rate of 60%, and staff commitment was also identified as very
important by 80%.
Table 4.9
Board members perception of importance on strategic planning
Element

very

Board involvement

3 (60)

2 (40)

0

Adequate time to devote
to strategic planning

3 (60)

1 (20)

1 (20)

0

0

0

Adequate funding

1 (20)

1 (20)

0

2 (40)

0

1 (20)

Effective consultant (s)

3 (60)

1 (20)

1 (20)

0

0

0

Community involvement

0

1 (20)

2 (40)

0

0

1 (20)

0

0

0

0

1 (20)

0

1 (20)

0

0

4 (80)

Staff commitment

4 (80)

Events beyond your control 0

somewhat

important

not too not at all not enough
information
0
0
0

In Table 4.10 the executive staff identified board involvement, adequate time to
devote to strategic planning, effective consultant, and staff commitment as very important
to the strategic planning process at a rate of 100% respectively.
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Table 4.10
Executive staff member's perception of importance on strategic planning
Element

very

somewhat

important

not too

not at all

not enough
information

Board involvement

2 (100)

0

0

0

0

0

Adequate time to devote
to strategic planning

2 (100)

0

0

0

0

0

Adequate funding

0

1 (50)

0

1 (50)

0

0

Effective consultant (s)

2 (100)

0

0

0

0

0

Community involvement

0

0

1 (50)

0

0

1 (50)

Staff commitment

2 (100)

0

0

0

0

0

Events beyond your control

0

1 (50)

0

0

0

1 (50)

In Table 4.11 senior staff identified adequate time to devote to strategic planning
as very important to the strategic planning process at a rate of 100%, 67% felt that having
an effective consultant was very important. Staff commitment was also identified as very
important by 83 %.
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Table 4.11
Senior leadership staff members' perception of importance on strategic planning
very

Element

Board involvement

1 (17)

Adequate time to devote
to strategic planning

6 (100)

somewhat

important

not too

not at all

not enough
information

1 (17)

1 (17)

0

1 (17)

0

0

0

0

0

2 (33)

Adequate funding

2 (33)

1 (17)

2 (33)

0

0

1 (17)

Effective consultant (s)

4 (62)

1 (17)

1 (17)

0

0

0

Community involvement

2 (33)

0

1 (17)

1 (17)

0

2 (33)

Staff commitment

5 (83)

0

1 (17)

0

0

0

Events beyond your control

0

1 (17)

1 (17)

0

0

3 (50)

Question 5 asked participants to, "Please indicate how important each of the
following was or has been to the lack of success of the strategic planning process." The
categories included board involvement, adequate time to devote to strategic planning,
adequate funding, community involvement, staff commitment, events beyond their
control. In all three tables, Table 4.12, 4.13, and 4.14, the participants had a variety of
responses relative to their perception of factors that contributed to the lack of success of
strategic planning. In Table 4.12, 50% of the board identified the lack of board
involvement, and lack of adequate funding by 50% as very important to the lack of
success in the strategic planning process. One participant skipped the question.
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Table 4.12
Board member's perception of lack of success on strategic planning
Element

very

somewhat

important

Board involvement

2 (40)

2 (40)

0

Adequate time to devote
To strategic planning

1 (20)

2 (40)

1 (20)

Adequate funding

2 (40)

not too not at all not enough
information
0
0
0
0

0

0

t

'I~)'

0

0

1 (20)

1 (20)

0

r
I,..

1,..

Community involvement

1 (20)

1 (20)

0

1 (20)

0

Staff commitment

0

3 (60)

0

0

0

1 (20)

0

0

0

0

4 (80)

Events beyond your control 0

1 (20)

r
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l
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important to the lack of success in the strategic planning process.
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Table 4.13
Executive staff members' perception of lack of success on strategic planning
very

somewhat
1 (50)

important
0

not too not at all not enough
information
1 (50)
0
0

Board involvement

0

Adequate time to devote
To strategic planning

1 (50) 0

Adequate funding

0

0

0

2 (100)

0

Community involvement

0

0

1 (50)

1 (50)

0

1 (50)

Staff commitment

0

1 (50)

0

0

0

1 (50)

Events beyond your control

0

0

1 (50)

0

1 (50)

0

1 (50)

0

~·[,
~I

0

!

0

J

~;I

In Table 4.13 the lack of board involvement was identified by 50% as very

Element

ill

r

0

f
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In Table 4.14 the senior staff identified the lack of adequate time to devote to
strategic planning by 50%, lack of adequate funding by 33%, and lack of staff
commitment by 33% as very important to the lack of success in the strategic planning
process.
Table 4.14
Senior leadership staff members' perception of lack of success on strategic planning

~-;

Element

very

somewhat

Board involvement

1 (17)

0

1 (17)

1 (17)

0

not enough
information
3 (50)

Adequate time to devote
To strategic planning

3 (50)

0

0

2 (33)

0

1 (17)

Adequate funding

2 (33)

1 (17)

0

1 (17)

0

2 (33)

Community involvement

1 (17)

2 (33)

1 (17)

1 (17)

0

1 (17)

Staff commitment

2 (33)

1 (17)

1 (17)

1 (17)

0

1 (17)

0

1 (17)

0

0

3 (50)

Events beyond your control 1 (17)

important

not too not at all

In the final section, entitled, "Performance", the first question asked participants,
"Do you strongly agree, somewhat agree, agree, strongly disagree, somewhat disagree, or
disagree with each of the following statements?" A summative analysis of participant
responses is displayed in Table 4.15.
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Table 4.15
Perceptions of Organizational Performance

The work we did to build CPGR's
performance showed us that
change is harder than we expected.

2 (15)

2 (15)

strongly somewhat disagree
not
disagree disagree
enough
info
3 (23)
2 (15)
1 (8)
0
3 (23)

The work we did to build CPGR's
performance showed us there
are areas we need to improve
and there are areas where
we are doing well.

7 (54)

0

5 (38)

0

The work we did to build CPGR's
6 (46)
performance showed gave us a clearer
sense of direction and priorities
than we had before.

5 (38)

2 (15)

0

The work we did to build CPGR's
0
performance showed was very stressful
for our staff.

2 (15)

1 (8)

3 (23) 3 (23)

Performance

strongly somewhat
agree
agree

agree

0

0

0

1 (8)

0

0

4 (31)

1 (8)

The second question in the performance section asked participants, "Thinking
specifically about CPGR's management and performance, to what extent has the strategic
planning process improved the following?" A summative analysis of participant
responses is displayed in Table 4.16.
Question 3 was open-ended and asked participants, "Are there other outcomes
that the strategic planning process produced", please describe them. The emergent theme
garnered from participant responses indicated that the strategic planning process
identified things to be worked on in the future and since it is still a work in progress its
effect is yet to be determined.
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Table 4.16

,.
I
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Areas of improvement
Areas
Staff morale

great deal
6 (46)

fair
not too much
3 (23)
1 (8)

little
0

not enough info
3 (23)

!I
Ii

lj
ii

0

4 (31)

0

0

5 (38)

4 (31)

1 (8)

0

5 (38)

3 (23)

3 (23)

4 (31)

0

4 (31)

Consumer satisfaction

4 (31)

4 (31)

0

0

5 (38)

Decision making

4 (31)

5 (38)

0

0

2 (15)

10 (77)

2 (15)

0

0

1 (8)

5 (38)

3 (23)

0

0

5 (38)

Effective use of resources 5 (3 8)

3 (23)

Ability to do job more
more efficiently

5 (38)

3 (23)

Innovation

3 (23)

Funding

Accountability
Public reputation

1 (8)

1'

Question 4 asked participants, "In your opinion, how much did organizational
performance increase due to the strategic planning process?" In Table 4.17, 31 %
indicated an increase in organizational performance by 10-30%, and 69% indicated they
did not have enough infom:iation to respond.
Table 4.17
Increases in org_anizational performance
Increase
info
Board

<10%

10-30%

>30%

no mcrease

not enough

0

3 (23)

0

0

2 (15)

Executive

0

0

0

0

2 (15)

Senior Leadership

0

1 (8)

0

0

5 (38)
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Question 5 asked participants, "In your opinion, how much did performance
increase in the four focus areas of the strategic plan (customer focus, internal process,
learning and growth, and financial focus)?" The board members responded with a more
than 30% increase in the area of customer focus by 40% of the participants. There was a
10-30% increase in internal process identified by 60%) of participants, 40% identified a
10-30% increase in learning and growth, and 40% identified a 10-30% increase in
finances.
Fifty percent of the executive staff responded that there was a 10-30% increase in
all four areas. And the remaining 50% indicated not enough information to respond.
There was a 10-30% increase identified by 33% of the senior leadership team in internal
process, learning and growth, and finances (33.3%). The remaining 67% indicated they
did not have enough information to respond. The summative results are displayed in
Table 4.18 below.
Table 4.18
Increases in the four focus areas
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l:!l customer focus

60
50

internal
process
l:!l learning and
growth
l:!l financial focus

· ' 1111

'

40

t

30

20
10
0
<10%

10 - 30%

> 30%

no increase

not enough

The final question on the questionnaire asked participants if they had any
additional comments to add. The emergent themes included the strategic planning
process is still too new and some of the questions were hard to answer. Some strength's
that were identified were priorities are now defined and measures are clearly outlined. It
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was stated that the process did help to identify gaps in measures and strategic objectives
and it was a great opportunity for growth and viewing the agency in a broader
perspective.
Additional responses included a feeling of being apart of the team and that the
consultant's expertise and technical assistance was beneficial. One response stated that
CPGR did not look at demographics, trends, data, and research to inform the strategic
planning process and that staff below the leadership team was not significantly involved.
A concluding response was that consumers were not involved, however, CPGR did plan
for better efficiencies, effective programming, and raising funds.
Interview Results

There were five pre-determined questions asked during the semi-structured
interviews. There were three target groups that included a total of four participants. Two
of the target groups received the same questions, these included the board chair and the
President & CEO and the Chief Operating Officer (Appendix K). The consultant received
a similar set of questions with a slight variance in the types of questions that were asked
(Appendix K). The pre-determined questions framed the themes for analysis of CPGR's
strategic planning process.
Perceptions of the strategic planning process at CPGR. The first interview

question dealt with, "Why strategic planning was selected as a capacity building initiative
at CPGR?" According to the CEO, "The organization has found its stride in change".
He identified that a large challenge for CPGR has been to decentralize core
administrative services in order to move the other parts of the organization at the same
time. In doing this, there needed to be some level of universal agreement throughout the
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organization. He went on further to explain, that CPGR has ancillary services that
provide services to the program people and we know that people need to exist with a
certain level of freedom so that they have the ability to grow their areas.
The CEO stated, "Strategic planning was .seen as an opportunity to create a
foundation for common ground. The board spends a great deal of time on new endeavors
and the strategic plan made perfect sense for us. Strategic planning is an anchor point for
us as we are all striving for the same higher level 'dashboard items' while we commit
ourselves to an end goal. The strategic plan helps us understand what we need to do to
work towards our goal." The reason that CPGR decided to participate in strategic
planning was to begin to proactively address challenges and opportunities that affected
the agency's future.
The Chief Operating Officer, explained the decision to participate in strategic
planning was made before she came to CPGR in February 2006. When the COO started
CPGR was at the beginning of the new plan. The COO states, "One major focus was to
relate everything we do to the mission. There was also a focus on the most important
measurable objectives identified in the balanced scorecard as 'dashboard' items. The
strategic plan is now being used to identify the areas we need to improve upon. Everyone
needs to know how his or her work impacts the success of the organization because it
helps to put everyone on the same page. The process has also been used to create a
formalized plan with a regular mechanism for measurement and to help show priorities."
The Chairperson of the Board of Directors, stated, "It was something we needed
to do. It was started a few years ago but never made it off the ground. After the merger
there was potential for changing directions and CPGR needed 'something' to guide us."
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The framework CPGR used in strategic planning has been a guide for staff and the board
to create an internal structure that supports sustainability and future growth.

Challenges. The second question asked the participants to identify what
challenges, if any, they experienced during the strategic pfanning process. According to
the CEO:
"One of the first challenges we encountered was in our zeal we were
overestimating baseline data. The set goals were way over the best average. For
example, under employee satisfaction the target was 90% and the best national
average is 74%. Another challenge was helping managerial staff reach a level of
agreement with staff. Given the diverse offerings of programs and services it has
been difficult to come to level of agreement because everyone's population is the
most important. The strategic plan has helped raise the level of discussion. We
have to address trepidations of Director level staff, some of them did not want to
do anything new so they set low target levels, it was like what is the point. It
became important to stress that the strategic plan is not to be punitive but a tool to
measure and evaluate progress.
Another major challenge was helping people understand what it is and what it
isn't. We had to make the anchor points known. Given the many moving parts in
CPGR there was a need to have an organizational champion who is the persori
with the most knowledge. The Chief Operating Officer was selected because this
position stands between the Board and the CEO and the operational level staff."
According to the COO, past participation was a challenge. A plan was created in
2004 and it sat on shelf. This became an unconscious bias that it wouldn't be a useful
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document. Timing also was a challenge because of the up front investment to see the
value and that the strategic plan is not just a piece of paper.
The COO also stated that the first year was spent becoming familiar with the
balanced scorecard. It was a learning process in terms of becoming familiar with the
terminology and methodology. Completion of overall agency and divisional plans
simultaneously was also a challenge. The divisional plans did not roll-up into the agency
plan. There were different measurements for programs and it was like comparing apples
to oranges. The process has involved a considerable amount of work. Strategies had to
be identified to achieve objectives. The COO went on further to explain the process
CPGR used to objectify their targets and measures. She states, "Since we initially lacked
benchmarking data, we had to set a baseline in order to not set an arbitrary target." She
encouraged people to set high targets, but if they felt that their performance would be
evaluated on this and they failed to meet the targets, the assumption was that it could
negatively impact their job.
An additional challenge during the strategic planning process was staff turnover.
The COO stated that, "People were trained and then were no longer there, and we had to
have transition time for new people. The consultant had to do additional work as a result
of the turnover.
We both worked to train new staff and continue to work on the plan document
while new staff transitioned into their respective roles." While in the midst of a change
process such as strategic planning, dealing with staff turnover can significantly delay the
implementation phase creating further challenges and delays along the way.
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The board chair indicated that there was a challenge with implementation at the
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staff level. The plan development took a long time and it was a tremendous amount of
work. "Not sure ifit was too thorough or if people just were not doing the work and
focusing on the day-to-day." There was a challenge in gaining staff buy-in. The question
became; Is it good use of staff time? Typically in strategic planning, the challenge is that
mid-managers often are cynical and see strategic planning as a waste of time. He went
on further to state that, "It became imperative for us to ensure staff knowledge in
understanding that the strategic plan elements are part of their work." Ensuring staff
knowledge and involvement is an important process while creating buy-in. There is a
tremendous amount of work involved in strategic planning and it becomes necessary to
have input and accountability at the staff level.
Successes

The participants were asked to identify successes, if any, they have experienced
during the strategic planning project. As stated by the CEO, "There has been success in
the level of agreement on where we should be going and what we are working towards.
The strategic plan has helped me isolate what's my own work versus what is the work of
other people in the organization. Given the fast paced environment, it helped us decide
what we should not be doing instead of grabbing at any and everything. We are now
focused on the three B's (balancing business and benevolence) and have identified anchor
points that have been useful in helping us move toward a business mind set, not just how
we "feel" about something."
The COO stated there were increases in focus, alignment, greater knowledge of
agency goals, and accountability. The process allowed CPGR to set measurement
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priorities using the same categories. CPGR has ultimately been able to identify at the
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agency level what needed to cascade down to each divisioq and measure them.
The strategic plan helps identify the areas for to look at future growth and determine what
new initiatives to explore. The targets and measurement tools provide a method for
monthly reporting and monitoring by the board. "We have also have been able to
integrate the strategic plan and budget. Staff involvement addressed the past concerns of
participating in strategic planning just as an exercise."
The COO also stated that another success has been the use of the internal training
institute to work on the strategic plan. Champions were selected for monitoring plan
areas. At the program level, a person who has the most responsibility for the area,
expertise, time, competency has also been identified as champiops. An example of this is
the Executive Team Associate (who reports to the President & CEO) was given the
opportunity to gain additional duties/responsibilities as she now oversees the internal
customer service satisfaction survey.
According to the board chair, the board saw success in that the strategic plan
created buy-in from staff and that it is being used. The plan now helps the board plan for
new programs because they have a guide and can see if it relates back to the plan. Ideas
for new programs/endeavors fit the plan. It is useful as a system for internal checks.
"The CEO understands the plan and it is evident because the board is not receiving 'stuff'
that is not in the plan." One of the goals of strategic planning is to plan for new
opportunities. Another goal is to create accountability among staff to implement and
monitor the plan. Program planning and staff accountability are critical elements of
strategic planning that CPGR has identified as necessary in order to move forward.
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Involvement

One of the critical elements of successful strategic planning is involvement of
everyone who the plan impacts. Interview participants were asked to identify their
perception of staffs involvement in the strategic planning process. The CEO stated that
executive level staff really pressed the management level staff toward direct engagement
with point of service staff. He states, "In retrospect I wish the executive staff had gone
department by department to witness the process." He identified the consultant as an
anchor for each department so that staff was able to raise issues and share freely. He
ultimately believes the staff voice was included in the strategic plan. He asserts the staff
is aware of what the strategic plan looks like. The strategic planning process was rolled
out at several all staff meetings during its development (2006 - 2008) where discussions
took place about measurement and an emphasis placed on everyone having a role in the
success of the agency.
From the COO's viewpoint, CPGR accomplished a lot, but she also indicated that
there is room for improvement. Involvement varies across divisions. Directors were/are
encouraged to take back information to whole division/staff. Buy-in was gained through
participative inclusion which was evident during staff meetings when there were nods
from those who seem to be knowledgeable. Another example is the youth and' family
programs v1s10n.

It is a very big division, and at first there was a plan for each program, but now there
is one plan for the whole division. Involvement from a consumer standpoint also varies
by division.
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The board chair stated that management staff is heavily involved in the strategic
planning process. "The CEO is pushing the strategic plan from the top and the COO is
very dedicated. I have been impressed with her level of involvement. My guess is that
there is involvement at the staff level. There remains a question of, Is it what we are
being told or is it really being communicated throughout the agency? I am still not sure
about involvement from the next level down."
The final interview question asked participants to identify whether there are
measurements to determine effectiveness of the strategic plan and if so, explain what they
are and how are they tracked? The CEO stated, "That this year CPGR has solid
measures. There was a year of discovery to establish market baselines and comparisons in
each discipline. Now we have monthly reports on progress that tie directly to the strategic
plan. There is also a quarterly review of performance that ties directly to the strategic
plan. Additionally the COO collects monthly reports from the directors and creates a
report for the board. The board will monitor the overall agency with the information they
are given on a Microsoft Excel spreadsheet."
The COO found that in the first year of planning the measurements were all over
the place. Interpretations were too general and broad, and they needed to be more specific
and narrow. There was also a process to make sure the target is something measurable
and likely to be successful. One frustration that was identified was the pushback from the
executive staff to the divisions to make the targets measurable. "We are utilizing excel
spreadsheet for tracking and updating our progress. The program and services committee
of the board will monitor the divisional plans and the entire board will monitor the
overall agency excel spreadsheet."
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The board chair stated that the measures are still in development. "There is
supposed to be a quarterly scorecard, but we haven't seen one yet. I don't have a doubt
that tracking is taking place and it will be a help to the board to keep looking at the plan
goals and targets to see how CPGR is doing." The implementation and monitoring phase
is critical in continuous improveJilent. Progress reports are needed for both staff and
board to check to see where there areas needed to re-tool or focus efforts.
At the end of each interview, the participants were asked if there was any
additional information about the strategic planning process they would like to share. The
CEO stated that in order for the strategic plan to be valuable, there is a need to make sure
the organization has the proper baseline data. "There also needs to be a broad level of
inclusion to determine what the baselines are. Strategic plans are like budgets, it is a way
to express your priority and to place value on what's important."
The COO identified a need to determine how strategic planning results impact
annual evaluations of staff during their performance review. There is a plan to add some
element of strategic planning to the current performance evaluation tool. The COO feels
very excited and energized by the strategic plan. She finds it interesting, while others
find it dry.
Moving forward there is a process of developing a one page progress report to
give staff a status update. The COO also plans to build in some fun, celebratory events
when they get near or reach a target. "CPGR has created a useful document with room
for adjustments. There are trade-offs between some targets and measures. Initiatives
may be added or modified over the life of the plan. Results are yet to be seen because it
is still too early."
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The board chair thinks a year from now will be the test. He claims to be probably
cynical because of past experience in other organizations. He feels that so much gets lost
in the creation of the plan, and that CPGR's plan sounds complicated but it is a great
··I

plan. He went on further to say that if strategic planning seems like voodoo, then people
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don't do the work because of the perceived complexity. More attention is being paid to
pointing to the right bubbles and how nice the graphics look. If it is kept simple, a
"! ...
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process to get there and then do it, it will work. His advice is that the leader has to
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articulate and then share with staff. One question he directs to the board is "What am I
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doing to make the strategy work?" From a monitoring and implementation standpoint it is
important for board members to be involved in the strategic planning process. The
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content of the progress reports will help guide the board's focus and will also assist in

~~

JJ

1~l

their ability to support the staff and to make recommendations.
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The Consultant's Viewpoint
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There was a different set of interview questions given to the consultant CPGR
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engaged for the strategic planning process. The consultant was involved from the
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inception of the strategic planning process and is still currently involved through ongoing technical assistance. The researcher wanted to have a context foi: how and why the
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consultant became involved in the strategic planning project at CPGR. The consultant

~

stated-that she had been friends with one of the board members. The board member
invited her to the inauguration of the new CEO in September of 2005. She was inspired
by his message and the people at CPGR. She wanted to be a part of CPGR's success and
offered to work with the organization to facilitate the strategic plan.
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The consultant was exposed to balanced scorecard in the for-profit world of
telecommunications. During her exposure to the balanced scorecard she became a
proponent for this strategic planning tool. While CPGR was her first nonprofit client
using the balanced scorecard, she saw CPGR as an opportunity to help her learn more
about the nonprofit arena as a possible client niche and CPGR was willing to be her
"guinea pig".
The next question posed was; "What is your perception of the strategic

..~

plan that was created for CPGR"? She viewed the first year of plan as a learning process.
"CPGR revamped the original 2007-2010 plan due to the need to align departmental
I

plans with overall agency plan and goals. This was a trigger for the need to refine the
agency plan and

re~develop

the departmental plans." The consultant met with the COO

to do the re-working and then she met with each department to refine each plan in order
to speed the process along.
According to the consultant, the current 2008-2010 plan is very solid. "It is well
aligned and very comprehensive. It is also easy to track and measure. The training
institute was a great forum for practice in the development of the departmental plans."
The first year of implementation (2008) will be used to look at tracking and reporting.
The agency and administration plans are monitored by the overall board to see if they are
on track, and if not what are they doing to get there. The other departmental plans under
the programs and services are monitored by the Program Committee of the Board. One
important focus in the new iteration of the plan is on a pioneering spirit, in an effort to be
a role model for other agencies. The thought is that without this, the plan would just be
more of the same."
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The consultant was then asked to describe what challenges, if any, she
experienced as an outside consultant. The first challenge she encountered was becoming
familiar with a new language (nonprofit lingo). She reported that this was a rich learning
process and cultural shift from the telecommunications environment in which she had
previously worked.
Another challenge was that the day-to-day demands of the directors took away
from them being able to focus on the strategic plan. "Their capacity to perform was
diminished by the overwhelming tasks in front of them. Also there was the thought that
not everyone was doing their work in between classes. To further complicate matters, not
everyone was computer savvy. This posed a challenge when working with the
technology. For long-term sustainability, CPGR staff will need to embrace the
technology. The participative process was a strength and a challenge. Trying to teach
the directors pl'anning, cause and effect was also a challenge." The varying degrees of
staff challenges contributed to the delay in implantation of the strategic plan. The ability
to use the technology and the ability to devote time to the strategic planning process are
obstacles that can throw the process off track and can ultimately lead to the lack of
implementation.
The next question was, "What is/was your role during the implementation and
monitoring of the strategic plan?" She stated she feels like a partner. She participated in
the presentation of the strategic plan to the board of directors on January 28, 2008. She
continues to provide technical assistance to answer questions, listen to challenges, and
work through the process. She also worked with the COO to design tracking worksheets
for data collection and reporting as well as continuous work on the tracking tools.
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When

a~ked

how CPGR's strategic plan compares to other clients she worked

with, she indicated since first working with CPGR she has had other nonprofit clients.
"The COO has been a true partner, this partnership has made a huge difference. She
knows how things work, has influence, and has know how. The CEO is an advocate and
has given the process visibility." The consultant stated that she continues to feel a part of
the team instead of her involvement just a business transaction. In other organizations,
the consultant stated she felt Jike a vendor, and that there was a lack of an on-going
partnership. The access and involvement of the consultant coupled with strong internal
support from the executive team, contributed to CPGR being able to work through the
challenges and progress toward creating a viable plan for long-term sustainability.
Payment for the consultant's services was dealt with in two ways. The first
iteration of the plan, 2007-2010 was done pro-bono. The second iteration and technical
assistance has been provided at a cost. She charged what CPGR could afford but notes
she would have continued the work anyway because of the feeling of team and the
expenence.
The final question asked focused on the measurements. She stated that there is
regular reporting to the board to keep the plan alive. "In the first iteration of the plan,
everyone came up with measurements for their own departmental plans and they did not
tie into the agency plan. The excel spreadsheet has been developed to standardize
reporting. However there is a process to maintain the identity and uniqueness of
department while having alignment with the overall agency goals.
The second iteration of the plan shows uniqueness in the initiatives. Standard measures
and targets were decided by the CEO and COO (e.g., each department must implement at
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least five "best practices" and departments get to choose which ones), then departments
decided on additional targets."
As with the other participants, the consultant was asked if she wanted to share
additional information about the strategic planning process at CPGR. According to her
most organizations just do an overall agency plan and do not incorporate the individual
departments. "To operationalize the plan it requires technical assistance and partnership.
CPGR's process of including the departments connects people to the agency's goals and
creates buy-in. It shows that everyone plays a role in the service of the organization and
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kicks up accountability. If a department doesn't meet targets then the agency doesn't

;1a

meet goals. There is risk when targets aren't met. There has been an expansion of
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capacity to do things smarter and to focus on what really matters. There is a sense of

Ju

1a
~ll

ownership at all levels."
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Summary

This chapter presented the results of the questionnaire, and

face~to-face

interviews

,..

....)
1'1'

with the participants. For the organization in this study, strategic planning has proven to
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pose challenges as well as benefits. The champions of the strategic plan were vital in

,~,
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ultimately overcoming those challenges and working through the process.

s

Communication before, during, and in the implementation phase continues to be

,.
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important in fostering a quality process. The final chapter will discuss the results in
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greater detail and make recommendations based on an analysis of the results.
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Chapter 5: Discussion
Introduction

This chapter begins with a discussion of the findings relative to the data collected
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and relating it to past research, a discussion of the research limitations and the
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implications and recommendations for future research. The chapter concludes with a
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summary and the researcher's impetus to study the topic of strategic planning and
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organizational capacity in nonprofit organizations.
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As previously stated in Chapter one, funders, clients, and donors alike are

!j

demanding more of the nonprofit sector, hence the need for increased capacity.
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Nonprofit organizations are feeling the pressure to "prove" that they are achieving their
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fast-paced environment of our society. At times nonprofit organizations slip into a

...I
.J
I·

survival mode of which meeting payroll and servicing clients takes precedence over any
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mission effectively and efficiently (Herman, 2005). It is a challenge to keep up with the
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form oflong-term planning and restructuring (Light, 2004). One way nonprofit
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organizations can stay in business and serve their clients, is to participate in sustained
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planning. For nonprofit organizations their bottom line is fulfilling their mission and
vision by keeping their doors open in order to serve their clients.

i)
I

I

There were two guiding research questions for this case study:
1. After participating in a strategic planning process, what do board members, senior
leadership, and a consultant in a nonprofit organization identify as the benefits or
barriers, if any, strategic planning has on increasing organizational capacity ?
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2. Utilizing the balanced scorecard tool, what indicators in the four focus areas have
increased or decreased in this nonprofit organization since the implementation of
the strategic plan?
Review of the Methods

The case study at The Community Place of Greater Rochester, Inc. involved the
collection of both qualitative and quantitative data. In phase one of data collection, the
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participant group was given a questionnaire from an existing measurement instrument
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adapted with permission from author, Paul Light (2004). The questions were adapted
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from his instrument entitled "The Capacity Building Survey" (Appendix J). The second
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phase of data collection involved a qualitative approach using face-to-face, semi-
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structured interviews with pre-determined questions (Appendix K) and emergent
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questions based on the responses of the participants in order to collect detailed views

:b

:b

from participants.
Discussion of the Results
Foundation
It is important to start the discussion of the data with one of the foundational

questions asked of the research participants. On the questionnaire, one of the open-ended
questions asked the participants; "What does strategic planning mean to you"? There was
a resounding answer that strategic planning is the skillful/careful planning of an event
:~
.~

(e.g. what direction you want the corporation to go and what steps will be necessary to

I

achieve this). There were several answers identifying strategic planning as purposeful
planning for the future. One more specific definition stated that strategic planning is an
organizational view of where the organization is headed over the next 3-5 years. One
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final definition was that strategic planning is a picture of goals, timeframes and steps to
achieve them. These definitions help to put in perspective the level of knowledge the
participants possess relative to strategic planning.
Benefits of Strategic Planning

Research question one asked: "After participating in a strategic planning process,
what do board members, management staff, administrators, and the consultant in a
nonprofit organization identify as the benefits, if any, of strategic planning on the four
focus areas identified in the strategic plan, customer focus, internal process, learning and
growth, and financial growth and sustainability?"
In the foundation section of the on-line questionnaire participants were asked to
indicate how much change there has been over the last five years in the following areas,
number of programs or services CPGR offers, number of consumers CPGR serves, and
the size of CPGR' s budget by indicating ifthere was a great deal, some, a little, or no
growth. All three of the participant groups (board, executive staff, and senior leadership)
indicated there was some growth at a rate of 79%, in the number of programs or services.
This finding seems to suggest that CPGR has experienced a period of growth over the last
five years relative to program expansion. This may be one of the contributing factors of
why the leadership of CPGR felt they needed to become engaged in strategic planning in
order to assess their capacity to "keep up" with the growth. Steiner et al. (1994) assert
that strategic planning offers an opportunity for stimulating and responding to changes
during periods of growth.
In terms of increasing the number of consumers served there were differences
among each of the participant groups as shown in Table 5.1. The responses from the
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board indicated that 40% saw a great deal of growth, with 40% indicating some growth,
and the remaining 20% indicated no significant growth. In 2004 CPGR reported 9, 113
consumers served. In 2006 CPGR reported9,745 consumers served. And in 2008 CPGR
reported 7,606 consumers served.
Between 2004 and 2006 there was an increase in consumers 7% (632). Between
2006 and 2008 there was a decrease in consumers 22% (2, 139). This information
reported in their 2003-2004 and 2005-2006 annual reports seems to call into question
how information is communicated to the board, since earlier findings indicated there was
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an increase in the number of programs at CPGR.

IJ.

Table 5.1

IJ

Perceptions of consumer growth at CPGR

u
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Board

Executive staff

Senior staff

40%= great deal

100%= some decline

50%= great deal

IJ
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40%= some

~

50%= not enough

20%= no significant
The executive staff indicated that there has been some decline in the number of
consumers. Again, if this is the case, it raises the question, who is receiving the new
programs and services? The senior leadership staff was divided with 50% indicating a
great deal of growth and the remaining 50% jndicating they did not have enough
information to respond. This also leaves one to speculate how growth is being defined
and measured. These findings also bring into question how information is communicated
throughout the organization to the various stakeholder groups.
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The board was also split in their responses regarding growth in the size of the
budget, with 40% responding there has been some growth, 40% saw no significant
growth, and the remaining 20% responded that there has been a great deal of growth.
The executive staff was in 100% agreement that the budget had seen some growth. The
senior leadership staff was also divided in their responses with 33% indicating some
growth, and 33% indicating no significant growth. There were also responses at two
opposing spectrums with 17% indicating a great deal of growth in the size of the budget
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there does not appear to be agreement among the three participant groups on whether

~

there has been growth in the size of CPGR's budget. The 2003-2004 bi-annual report
stated that the budget was $5,251,630. The 2005-2006 bi-annual report stated that the
budget was $5,471,602. There was an increase in the budget of $219,972 (4%).
Table 5.2
Perceptions of consumer growth at CPGR

40%= some growth

Senior staff

100% = some growth

33%= some growth

40%= no significant

33%= no significant

20%=great deal

17%=great deal

~
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and the remaining 17% felt there was a decline in the budget. As shown in Table 5.2,

Executive staff

11111"

The variability in answers seems to suggest a need to clarify the message the executive
staff is communicating throughout the rest of the organization because they indicated
growth with related to the budget.
Participants were asked to rate how successful the strategic planning process has
been in improving organizational performance. The board responded that it has been
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mostly successful 60%. The executive staff was split with 50% indicating they had been
mostly successful and 50% indicating they did not have enough information to respond.
The senior leadership staff were also divided with 50% indicating they were mostly
successful, 17% somewhat unsuccessful, and the remaining 33% indicating they did not
have enough information to respond. As stated by the CEO, "There has been success in
the level of agreement on where we should be going and what we are working towards."
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According to the board chair, the board saw success in that the strategic plan created buy-
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ip from staff and that it is being used. Again there is a need to clarjfy the message the
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executive staff is communicating throughout the rest of the organizatjon.
Areas ofImprovement

In the performance section of the questionnaire participants were asked to identify
111
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areas in which strategic planning has helped CPGR improve. The combined participant
groups which included a total of thirteen people, indicated a great deal of improvement
by 77% in accountability among executive and leadership staff. This is an important
finding for the organization because they can identify tangible evidence that strategic
planning has helped the organization clarify roles and responsibilities among staff. As
previously stated- one of the barriers to strategic planning is the lack of accountability.
Through their strategic planning process CPGR has been able to establish champions and
set clear direction for staff, thus improving accountability.
It is imperative to ensure the plan is realistic. One strategy is to organize the

overall strategic plan into smaller action plans as shown in the balanced scorecard tool. It
is helpful to specify who will do what by when and to clarify the roles and
responsibilities. Another best practice is to be sure that one internal person has ultimate

I!
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responsibility that the plan is enacted in a timely fashion (McNamara, 2003). The real
benefit of the strategic planning process is primarily in the process, not necessarily the
final plan document.
Another area of improvement identified was the morale of executive and
leadership staff where 46% indicated a great deal of improvement. Figure 5.2 displays
the perceptions oflevels of stakeholder involvement. Morale is necessary to gain buy-in
so that the process has a positive ebb and flow throughout the organization. To be
successful them are some steps leaders and board members in organizations must take to

.....

guide the process. When conducting the planning process, leaders must involve the
people who will Qe responsible for implementing the plan. Use of a cross-functional
team is an ideal strategy for gaining input from various stakeholders.
Figure 5.1
Perceptions of stakeholder involvement

a

Board
a Exe staff
a Senior
a Professional
•Line
•Consumers
Involvement

As shown in the case study involving CPGR, often times staff, board members,
and customers are vested in the organization and want to have some level of involvement.
The level of support and commitment to planning by the leadership of the organization is
a crucial element of organizational capacity (Fredericksen and London, 2000).
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The literature and case study presented demonstrate that there are certainly
benefits and barriers associated with strategic planning. Strategic planning provides a
clearer focus for the organization, producing more efficiency and effectiveness. Strategic
planning can help to build strong teams within the board and the staff. Strategic planning
can also be used as a mechanism for solving major problems. Strategic planning
provides a useful example of the importance of practices and behaviors. Unfortunately,
whether a nonprofit has engaged in strategic planning is often not correlated with
performance. A possible explanation is that many organizations develop plans that are of
low quality or are never implemented well (Blumenthal, 2003).
According to Bryson ( 1995), "Strategic planning will not lead to perfection, but it
can result in useful, implementable strategies for addressing a few key issues, and that is
something worth pursuing (p.240)." Some.specific benefits Bryson identified include the
following:
1. increasing the ability of staff to think strategically and to develop effective
strategies to meet performance requirements
2. clarifying future direction
3. establishing priorities
4. increasing the ability to make today's decisions in light of their future impact
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5. developing a coherent and defensible basis for decision making
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6. exercising maximum discretion in the areas under organizational control
7. making decisions across levels and functions

t ~
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8. solving major organizational problems

'

9. improving organizational performance
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10. dealing effectively with rapidly changing circumstances
J I. building team work and expertise
Examining this list reveals that payoffs may take a long time to achieve however, it is
equally important to count every small win and work hard to improve the process along
the way.
According to Crittenden and colleagues (2004) there is a weak but positive
relationship between strategic planning and performance. As with this case study, only
time will be the true barometer of change. Strategic planning does not provide impact,
positive or negative, in the short-term. Instead strategic planning must be met with
tenacity and with a goal of continuous improvement. Organizational leaders need to be
cognizant that there is no "perfect plan". There is doing one's best at strategic thinking
and implementation, and learning from what one is doing to enhance the organization's
effectiveness (McNamara, 2003). Strategic planning is a series of small moves that
together keep the organization doing things right as it heads in the right direction. Also it
is crucial to keep in mind that in planning things aren't usually as bad as you fear, nor are
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they as good as you'd like (McNamara, 2003).
The last question on the questionnaire was open-ended and asked participants if
they wanted to share additional comments. One respondent identified gaps in the process
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thus far and also identified successes and room for improvement. The respondent felt

••

that the plans were really more about better managing CPGR's current programming and
not necessarily strategic plans for the future. The current plans do help with future
effectiveness; however, CPGR did not look at demographics, trends, data, or research to
inform the directions of the various departments. The respondent went on further to state,
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"I don't think we strategically planned for future programming. I think we strategically
planned for better efficiencies, effective programming and raising funds. I believe the
plans do help us to ensure we are meeting our current programming guidelines and
ensuring that we operate more effectively and efficiently."
During the interviews the participant responses where more in-depth in nature as
participants expanded on their perception of the impact of the strategic plan. As stated by
the CEO, "There has been success in the level of agreement on where we should be going
and what we are working towards. Given the fast-paced environment, it helped us decide
what we should not be doing instead of grabbing at any and everything. We are now
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focused on the three B's ... balancing, business, and benevolence and have identified
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anchor points that have been useful in helping us move toward a business mind set, not
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just how we "feel" about something."
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According to the board chair, the board saw success in that the strategic plan
created buy-in from staff and that it is being used. The plan now helps the board plan for
new programs because they have a guide and can see if it relates back to the plan. Ideas
for new programs/endeavors fit the plan. It is useful as a system for internal checks.
Light (2002) asserts that what propels successful nonprofit organizations to new levels of
effectiveness is not any single initiative, but rather a deliberate program to enhance its
capabilities at all levels.
Performance in the Four Focus Areas

Research question two asked: "What indicators in the four focus areas (customer
focus, internal process, learning and growth, and financial focus) have increased or
decreased in this nonprofit organization since the implementation of the strategic plan?"
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In the performance section of the questionnaire participants were asked to indicate how
much performance increased' in the four focus areas of the balanced scorecard. The
executive staff was split down the middle: 50% indicated there was a 10 to 30% increase
in all four areas, and 50% stated they did not have enough information to respond in all
areas. The senior leadership staff was also in agreement with 100% of the participants
indicating they did not have enough information to respond in all areas.
The board was in agreement in two of the focus areas with 100% of the
participants indicating they did not have enough information to respond in the learning
and growth and financial focus areas. Given the fiduciary responsibility of board
members it is a bit alarming that they felt they did not have enough information to
respond to whether or not there have been any increases or decreases in the finances of
the organization. One can speculate that the board is not involved in the learning and
growth of staff and that is why they responded with not having enough information. This
is not surprising because learning and growth is an internal process and the board should
not be involved.
The board was divided in the area of customer focus as 20% of the board
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indicated a 10-30% increase, 40% indicated more than a 30% increase, and 40%

.

indicated they did not have enough information to respond. In the areas of customer
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focus the board seems to recognize that there has been growth ih the area of customer
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focus, however there was still a significantly high number who felt they did not have

l

enough information to respond.
In the area of internal process, most of the board indicated a 10-30% increased.
One of the major benefits identified of strategic planning has been the ability to foster an
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efficient and effective infrastructure. The board seems to agree that through the strategic
planning process CPGR has benefited from an increase in internal process. As previously
discussed staff feel that the strategic planning process has increased accountability, and
staffs ability to do their job.
In the interview, the COO stated there were increases in focus, alignment, greater
knowledge of agency goals, and accountability. The process allowed CPGR to.set
measurement priorities using the same categories. They have ultimately been able to
identify at the agency level what needed to cascade down to each division and measure
those targets. The strategic plan helps identify the areas for future growth and determine
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what new initiatives to explore.
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Unexpected Outcomes
There were additional areas in which commonalities or differences were observed
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that included knowledge and involvement. In the involvement section of the
questionnaire participants were asked to indicate the level of involvement of various
stakeholders. Overall, all participants identified the executive staff has having a great deal
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of involvement. On the other hand, only 31 % indicated that the board had a fair amount
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of involvement. According to the interview participants, the executive level staff really

I
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pressed senior leadership toward direct engagement with point of service staff. As

..

previously stated by the CEO, he wished the executive staff had gone department by
department to witness the process. He asserts that staff is aware of what the strategic
plan looks like since it had been rolled out at several all staff meetings throughout the
process and remains an agenda item at the all staff meetings.
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From the COO's viewpoint, CPGR accomplished a commendable amount but
there is room for improvement. She states that involvement varies across divisions.
Involvement from a consumer standpoint also varies by division. The board chair stated
that senior leadership level staff is heavily involved in the strategic planning process. His
guess is that there is involvement at the staff level; however he does question if it is what
the board is being told or is it really being communicated throughout the agency? Again
this goes back to the question of communication and what is or isn't being shared with all
of the stakeholders. Because the board members are not present at the all staff meetings,
it is difficult for them to ascertain exactly what staff are being told by the executive level
staff.
The last question on the questionnaire gave participants the opportunity to
identify additional comments. It was noted that the strategic planning process is stilt too
new to determine its impact which speaks to why there were areas on the questionnaire
where participants indicated they did not have enough information to respond.
Communication or the lack thereof has been a reoccurring theme throughout the

".

questionnaire and interview responses.
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Others noted that CPGR spent the last year in the development or planning stage
and during this time only baseline data has been collected. However, the rnspondent also
noted that there has been movement in each of the four focus areas. Another respondent
gave kudos for the progress that has been made during this planning year. It was also
stated that the process has been a great opportunity for growth and viewing the agency
from a broader perspective and it accounts for an increase in ability to strive for higher
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expectations from subordinates and having a team that is passionate and seeking to go
from good to great.
Another participant stated, "I believe it is also a little too early to effectively
evaluate the success or failure rates for putting the plans into action. I think in terms of
the leadership team we have achieved better cam.araderie and morale. I also think that in
many ways most of our departments were already ve:ry successful in meeting
programming and funder reqµirements already even before the strategic planning process
began."
In terms of involvement one participant stated, "I think that staff below the level
of the leadership team were not significantly involved and I am not sure if we involved
consumers at all. I do .not know how rnuch the board was involved with the creation of
the agency overall plan. I know that they have seen the plans and approved them and will
be involved with oversight. This however is a different type of involvement than being a
part of the planning process."
When it came to creating a "live" document a participant indicated, "I think the
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process itself has been helpful and certainly the consultant's expertise and technical

~

assistance was beneficial. I further believe that without the COO championing of the

•I
i

•~

process and her on-going commitment to keeping these as living documents the entire
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thing would not have been completed."
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Barriers to Strategic Planning
The barriers to strategic planning that were identified by participants included
costs and resources associated with strategic planning and time to devote to strategic
planning. In the resources section of the questionnaire, participants were asked to
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identify the costs associated with the strategic planning effort. The executive staff
estimated the cost to be between $5,000 and $10,001. The senior staff felt they did not
have enough information to respond 100%. The board was split with 40% indicating
there was no cost, 20% stated the cost was less than $5,000, and 20% felt they did not
have enough information to respond. The COO and the consultant indicated that the
consultant first engaged with CPGR on a pro-bono basis during the first year of its
I,.

development. There was an undisclosed fee charged to CPGR by the consultant for
technical assistance during the second year of development and implementation.
In the resources section of the questionnaire participants were asked to indicate
the level of adequacy of funding CPGR received toward strategic planning. Only (7%)
indicated the funding was somewhat adequate; (14%) indicated the funding was very
adequate; (29%) said it was adequate; and (50%) stated they did not have enough
information to respond. Participants were also asked to indicate level of adequacy in the
amoum of time they had to devote to strategic planning with (41 %) indicating they had
an inadequate amount of time to devote to strategic planning.
There seems to be a discrepancy with the type and amount of resources CPGR
received for the strategic planning process. In order for staff to be vested in the process,
there must be adequate time given to devote to the process to make it worthwhile and
beneficial. As with most endeavors, strategic planning needs the proper attention to make
it work. Resources come in many forms and time and funding are two very important
resources staff need to possess to effectively employ strategic planning.
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Comparison to the Literature
Implementation challenges
The literature suggests that there is a lack of commitment and ownership to
strategic planning that contributes to the lack of implementation (CCSNYS, 2006).
Nonprofit organizations also lack an implementation plan. Nonprofit organizations tend
to create a wonderful strategic plan but do not incorporate implementation into the
"rolling out" of the plan. Thus the plan ends up sitting on a shelf because no one knows
what to do with it. There is a relationship between the fear of accountability and unclear
responsibilities that reduces the likelihood of implementation.
Successful strategic planning requires monitoring, structure, clarity, leadership
and engagement, communication and accountability, evaluation and celebrations
including publicizing progress on a website, in annual reports, at board retreats, and at
community forums and open houses. Organizational survival generally requires planning
and the development of shared vision and goals (Tuckman, 1998). Implementation is the
phase of the planning process that moves a nonprofit organization toward its mission. To
advance this process in a manner that promotes cooperation, ownership and commitment
to strategic planning, staff must collectively participate in the implementation process.

.

'

Although staff may experience some ambivalence in executing the more difficult phases
of the plan, they may also feel empowered and maintain a sense of commitment if they
are involved and assist in the development of the strategic plan at its inception (Steiner et
al., 1994).
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Gaps in the Research

There are several gaps identified in the literature. The gaps include everything
from strategy formulation, to evaluation, to who should be involved in the process. The
myriad of suggestions is reflective of the challenges faced by the nonprofit sector. Also
the gap areas are vastly different which only adds to the challenge for nonprofit
organizations to know where their focus needs to be. Keams and Scarpino ( 1996) suggest
"'

that research should focus on the independent variables, the context/process, as well as
any dependent variables. The authors further suggest that there is an inadequate
understanding of internal and external influences on the strategic planning process in
nonprofit organizations.
Crittenden and Crittenden ( 1997) suggest that the relationship between board
involvement and strategic planning is unclear. Much of the current research focuses on
strategic planning and its cost/benefit to the staff and consumers of the organization.
Board involvement in the strategic planning process is still in its infancy and requires
further focused research on this specific topic. Findings by Unterman and Davis (1982)
suggest that a more active, better trained board fosters commitment to strategic planning.
It would seem that if people are trained and actively participate in a process the impetus

for buy-in and commitment is stronger. At CPGR the board has been involved in the
strategic planning process however, the level of knowledge they possess amount elements
I

,I

of the plan remains unclear. The impact of the board's involvement has yet to be realized
and defined by CPGR.
Stone and Crittenden (1994) identify gaps in the literature to include strategy
formulation, strategy content, strategy implementation, performance, and governance.
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Their argument is ope that the literature seems to focus on the tools used and the actual
plan itself. It is their belief that in order to provide evidence based information to the
field, there needs to be a more in depth analysis on the implementation and evaluation
phases of strategic planning.
Limitations
Limitation I: Researcher bias is always a concern in qualitative studies (Bogdan
and Biklen, 2003). It must be recognized that the researcher was a former employee of
The Community Place of Greater Rochester, Inc. from 2001 - 2007. While it may not be
entirely possible to avoid researcher bias, while undertaking this study, this researcher
tried to be cognizant of assumptions by being certain to just hear and listen to the
participants experiences. It was only during analysis was there any effort to analyze the

l:

data.

i
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Limitation 2: Another limitation is that the nature of a case study generally

lt

involves a single organization and it is limited to the organization studied. Therefore the
results cannot be applied across the nonprofit sector.

j.
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Limitation 3: Of the nineteen-member board of directors only five board members
responded to the on-line survey. One of the reasons for the low response rate was that
there were eight new board members who were not involved in the initial strategic
planning process, and therefore felt they were unable to respond to the questionnaire:
The low response rate is not representative of the views of the entire board of directors.
Limitation 4: This case study only represents the executive staff, the board chair,
and the strategic planning consultant. The interview participants were selected as a
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purposeful sample group due to their overall oversight and involvement in the strategic
plan. No effort was made to interview the staff.

Limitation 5: Strategic planning processes are quite likely to be thrown off track
by various disruptions and delays (i.e. elections, promotions, crisis, scandals, deaths,
illness, pregnancies, terminations, retirements, etc.) (Bryson, 1995). During the course of
this case study CPGR ran into several challenges (turnover, lack of baseline data,
knowledge gap) that in tum caused the leadership of the organization and the consultant
to use year one as a planning and learning year rather than a year for implementation.
This time of restructuring occurred during the timeframe of research and therefore, the
researcher Was not able to include progress reports.

Limitation 6: There are three members who represent the executive staff
however, due to staffing changes the vice president was not included in any of the study
as she was not involved in the initial development of the strategic plan.

Recommendations
Implications for nonprofit managers
Opportunity can also yield implications for the future. With an increase in need
and demand for services, nonprofit managers will naturally e{C.perience increased
demands on them. Nonprofit managers have to master not only the substantive
dimensions of their fields but also the broader private markets in which they operate
(Herman, 2005). This includes the numerous public policies that affect them. Policy
changes occur almost daily making it nearly impossible to keep up with new regulations.
Nonprofit managers must do all of this while balancing an increasingly complex array of
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----stakeholders that includes not only clients, staff, board members, and private donors but
also regulators, government program officials, and a host of others.
Strategic planning is not expensive in terms of dollars, but it is expensive when it
comes to the resource that is typically most scarce, the attention and commitment of key
decision makers (Bryson, 1995). In most organizations, key decision makers spend up to
10% of their ordinary work time working together to identify and address fundamental

I··

policy questions (p. 237). According to Blumenthal (2003) rather than simply

i
I

encouraging nonprofit managers to undertake strategic planning, it might be more useful
to focus on the factors that make a strategic planning process effective:
1. Did the organization candidly assess its own program outcomes?
2. Do organization managers and staff ask whether the programs are effective
and how they might be improved?
3. Do managers and staff learn from research on program impact?
4. Are organization leaders actively assessing external trends related to the
program?
5. Is feedback from clients solicited?
These are key fundamental questions nonprofit managers need to ask and keep in
the forefront of their minds while they are in the process of planning and carrying out
their daily work. Researchers have long recognized that it is easier to describe a highperforming organization than to create one (Blumenthal, 2003).
The Effectiveness of Strategic Planning

A successful plan is a usable plan. It is one that informs the organization's
activities as well as its long-range view, and it yields meaningful improvements in

104

effectiveness, capacity and relevance. As advances in technology present new
opportunities, they generate new expectations (Mittenthal, 2000). CPGR has a
foundation on which to build a comprehensive strategic planning process and to
hopefully begin to embed it into the culture as a means to increase organizational
capacity. Implementation and monitoring will provide the opportunity to assure quality
and align the organization with the board and staff moving forward collaboratively.

..

The staff at CPGR will need to commit to and hold each other accountable to the
collecting and reporting on the status of the balanced scorecard area of the strategic plan.
It will be through a system of monitori.ng and re-tooling that CPGR will coqtinue to find

areas of improvement and opportunities for growth.
One key recommendation for CPGR is to provide consistent communication to all
of its stakeholders. Communication was weaved throughout much of the interview and
questionnaire responses which is not uncommon in organizations however, it can lead to
the breakdown of information which can lead to ambiguity. One strategy to assist in
consistent communication is not the yearly or twice a decade planning process, but
embedding strategic planning so that the organization thinks and acts strategically on a
daily basis (Blumenthal, 2003). Staff and board members indicated that the strategic plan
has led to more focused efforts in the area of program planning and how CPGR decides
on its next business venture. Blumenthal suggests there are additional questions leaders in
nonprofit organizations should ask, these include:
1. Does staff seek out model programs?
2. Does staff collect and use data about program impact?
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3. Does staff constantly question what factors are critical to impact and how to
increase those factors?
4. Do they question whether limited resources are being used most productively?
Such "strategic behaviors" may be better indicators of effectiveness than simply asking
about "management artifacts" such as strategic plans (Blumenthal, 2003).
Strategic planning needs to be an inclusive approach. At one point or another, all
important stakeholder groups should have a voice in the planning effort. Including those
who will be affected by the plan or have a role in its implementation generates buy-in.
Buy-in from senior leadership goes beyond mere verbal endorsement as they need to
model their commitment and vision after the strategic plan (Mittenthal, 2000).
Both staff and board need to be involved in strategic planning because neither
group on its own has a full grasp of all the details needed for effective strategic planning,
hence the need to ensure both are fully involved. The board has duties and
responsibilities to monitor and make sure the mission of the organization is being carried
out. Staff has the responsibility to provide quality and effective services to their
customers. As seen with CPGR, with staff and board members working together, the end
result can be meeting the needs of the community to serve the greater good.
"Public leadership is the inspiration and mobilization of others to undertake
collective action in pursuit of the common good (Bryson and Crosby, 1992, p. 31 )." The
following interconnected leadership tasks are important if strategic planning and
implementation are to be effective:
1. understanding the context
2. understanding the people involved (including oneself)

I
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3. sponsoring the process
4. championing the process
5. facilitating the process
6. fostering collective leadership
7. making and implementing decisions in arenas
8. using dialogue and discussion to create a meaningful process,
9. enforcing rules
10. clarify mandates
11. articulating the mission
12. identifying strategic issues
13. developing effective strategies and possibly develop a vision of success

Linking Strategic Planning and Capacity Building
There is little information about what works and what does not work in building
organizational capacity in nonprofit organizations (Light, 2004). Because there is no
shared conceptual framework when it comes to nonprofit capacity building or an
approach that can be applied widely across the sector; there has to be a starting point
(Light, 2004). Beginning with an organizational capacity assessment can lay the
groundwork for a successful strategic plan. Capacity building is based on the notion that
effectiveness, efficiency, and performance improvement are all-important goals
(Blumenthal, 2003).
Strategic planning and organizational capacity building are closely linked in that
there can be an increase in capacity when organizations participate in on-going strategic
planning. When an assessment of the current state of the organization is conducted, then
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-there is the opportunity to ask critical questions such as, "Are we able to fulfill the
mission and vision of the organization and if not, how are we going to get there?" If
management neither plans nor possesses the support systems needed to enable planning,
then the issue of capacity becomes largely moot (Fredericksen apd London, 2000).
Suggestions for Further Research

From the literature review it is clear that there is a need for further longitudinal
research to be conducted about strategic planning and its link to building capacity in
nonprofit organizations. More specifically, research that focuses on ways strategic
planning can help deal with competing priorities and challenges such as funding, staff
burnout, stakeholder demands, and industry demands.
There also needs to be more research conducted on staff involvement in the
strategic planning process and whether buy-in and having strategic planning embedded in
the culture of the organization creates a "win-win" situation for all involved.
Addjtionally there is a need for further research to be conducted during the
implementation phase of strategic planning. Too much of the current research has only
looked at the process organizations use to create the plan and do not go beyond the
planning stage.
Another area for further research within strategic planning is the use of the
balanced scorecard tool. There are very few nonprofit organizations using the balanced
scorecard tool since it is primarily viewed as a business framework
(www.balancedscorecard.org). Nonprofit organizations face many of the same
challenges that for-profit organizations face, and the elements of the balanced scorecard
are applicable and can be useful as a detailed plan to monitor and evaluate progress.
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A Point of View From the Researcher
With a background in the nonprofit field of over ten years, the topic of
organizational performance is important to the future of nonprofit sustainability.
One of the contributing factors to the demise of nonprofit organizations is a lack of the
capacity needed to fulfill their mission and vision. Having the capacity to operate is
essential to the carry out the day-to-day operations. However, capacity is only one part
of sustainability. The other key part includes a need to have a plan for where the
organization is going and how the organization is going to get there. Strategic planning
comes is a tool to assess, monitor, and increase organizational capacity.
Conclusion
According to Louis Pasteur, "Chance favors the prepared mind". This quote
symbolizes the essence of strategic planning. Leaders in nonprofit organizations have
many .priorities to contend with on a daily basis and planning can help prioritize current
and future endeavors. This case study provides a starting point for nonprofit
organizations to begin looking at strategic planning as capacity building activity and not
just a one-time event. It is important to understand the limitations as well as the
possibilities of strategic planning. Strategic planning can shed light on an organizations
unique strengths and relevant weaknesses, enabling it to pinpoint new opportunities or
the causes of current or projected problems (Mittenthal, 2000).

It is also important to remember that there may be a need to deviate from the plan but it
should be built into the communication and quality assurance process (CCSNYS, 2006).
Patience is needed when an organization makes major changes and requires
extensive buy-in (Mittenthal, 2000). Patience involves a needed commitment to change.
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No organization, no matter how relevant its original mission can afford to focus itself to
the same goals, programs and operating methods year after year. As climates, clients, and
funding criteria change, strategies need to be revisited regularly. As information is
gathered, sifted, and analyzed, assumptions are rethought, new ideas advanced and old
ones revamped or discarded (Mittenthal, 2000). This process of freezing, unfreezing, and
refreezing is time consuming and takes a collaborative effort by all of the organization's

...
stakeholders to work it through to the end (Bolman and Deal, 2003). Short-run tactics
may reduce the likelihood of fulfilling a nonprofit organization's mission (Craft and
Benson, 1996).
CPGR will need to continue to have patience with the process. During this case
study the staff was flexible when they ran into challenges. When the executive staff
came to the realization that there was some major re-working that needed to occur, they
allowed themselves the time to start the process over to make it effective and beneficial.
Whether strategic plans work to increase organizational capacity in nonprofit
organizations is still unclear, but the evidence does start to suggest here and in the
literature that organizations that are involved at some level do experience positive
changes in their capacity to fulfill their mission. Whether strategic planning helps or
hurts depends on how leaders use it or misuse it (Bryson and Crosby, 1992). One key
lesson to walk away with is to, "Start simple, but start" (McNamara 2003).
Post Note
It is difficult to predict war and incidents such as sub prime mortgages that would

send the economy into a tail spin. And given the current state of the economy, now more
than ever American's are dealing with high fuel costs, high rates of unemployment, the
l
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uncertainty of the stock and housing markets, and many other challenges. The number of
individuals who need the services of nonprofits will continue to rise when these situations
occur and the nonprofit sector needs to be in a position to receive the influx of people.
Incidentally, the nonprofit sector is also feeling the pressure of funding cuts, high costs,
and high turnover. With that said, it is important for leaders in nonprofit organizations to
embed strategic planning into the day-to-day operations. This includes conducting
organizational scans to determine capacity and then using the results to inform the
strategic plan on a continuous basis.

t

111

f

u:;

References
Armstrong, J. (1982). The value of formal planning for strategic
decisions. Strategic Management Journal. 3, 197-211.
Anonymous. (2001). Fund Raising Management. Urban Institute offers guide to building
non-profit capacity. Retrieved June 26, 2006 from ABI/INFORM Global
database.
Blumenthal, B. (2003). Investing in capacity building: A guide to high impact
approaches. The Foundation Center.
Bogdan, R.C. and Biklen, S.K. (2003). Qualitative research for education: An
introduction to theories and methods (4 1h edition). Boston: Allyn and Bacon.
Bolman, L. and Deal, T. (2003). Reframing organizations: Artistry, choice and
leadership. Jossey-Bass, San Francisco.
Bryson, J. (1995). Strategic planning for public and nonprofit organizations. San
Francisco Jossey-Bass.
Bryson, J. and Crosby, B. (1992). Leadership for the common good: tackling public
problems in a shared power world. San Francisco, CA: Jossey-Bass.
Bryson, J. and Roering, W .D. (1988). Initiation of strategic planning by governments.
Public Administration Review. 48, 995-1004.
Bryson, J. and Roering, W.D. (1989). Mobilizing innovation efforts; The case for
government strategic planning. New York: Harper Business.
Cohen, J.M. (1995). Capacity building in the public sector: A focused framework for
analysis and action International Review ofAdministrative Sciences. 61, 407422.
Cotrell, R. R. and McKenzie, J.F. (2005). Health promotion and education research
methods: Using the five chapter thesis/dissertation model. Mississauga: Jones
and Bartlett Publishers.
Council of Community Services of New York State, 2006. Retrieved from
www.ccsnys.org on June 11, 2008.
Craft, R. and Benson, R. (Sept/Oct 2006). Needed: A better grasp of strategic
Planning. Nonprofit World. 24, 24 - 26.

112

=
Creswell, J. W. (1998). Qualitative inquiry and research design. Choosing among five
traditions. Thousand Oaks, CA: Sage Publications.
Creswell, J. W. (2003). Research design qualitative, quantitative and mixed methods
approaches (Second Edition). Thousand Oaks, CA: Sage Publications.
Creswell, J. W. (2007). Qualitative inquiry and research design (Second edition).
Thousand Oaks, CA: Sage Publications.
Crittenden, W., Crittenden, V., Stone, M. (1994). An uneasy alliance: Planning and
performance in nonprofit organizations. Academy ofManagement. Presentation
of public and nonprofit sector division. Dallas, TX.
Crittenden, W., and Crittenden, V. (Spring 1997). Journal ofManagerial Issues. Strategic
planning in third-sector organizations. 86-103.
Crittenden, W., and Crittenden, V. (Summer 2000). Journal ofManagerial Issues.
Relationships between organizational characteristics and strategic planning
processes in nonprofit organizations. 12, 50-168.
Crittenden, W., Crittenden, V., Stone, M., and Robinson, C. (Spring 2004). International
Journal of Organizational Theory and Behavior. An uneasy alliance: Planning
and performance in nonprofit organizations. 7, 81-106.
Duffy, R. Mayor of Rochester letter to city council. Retrieved from
www.cityofrochester.gov on May 18, 2007.
Fredericksen, P ., and London, R. (May-June 2000). Disconnect in the hollow state: The
pivotal role of organizational capacity in community-based development
organizations. 60, 3. Retrieved July 12, 2006 from JSTOR database.
Giffords, E., and Dina, R. (Spring 2004). International Journal of Organization Theory
and Behavior. Strategic planning in nonprofit organizations: Continuous quality
performance improvement - case study. 7, 66- 80.
Gooding, C. (1996). Nonprofit World. Using training strategically to build organizational
capacity. 4, 41 - 46.
Hatten, M. (1982). Strategic Management Journal. Strategic management in not-forprofit organizations. 3, 89-104.
Herman, R. (2005). The Jossey-Bass handbook of nonprofit leadership and management.
(second Edition). San Francisco: Jossey-Bass.

r

I
I
I

113

;w

Hondale, G., and Hannah, J. (Oct-Dec 1982). Public Administration & Development.
Management performance for rural development: packaged training or capacity
building. 2, 295- 307.
Jones, K. (2005). A Qualitative study of Black Men: Factors for persistence to degree
completion at a predominantly white public institution of higher education.
Published Doctoral Dissertation: University at Buffalo, New York.
Kanter, R. and Summers, D. (1987). Doing well while doing good. The nonprofit sector:
A research handbook". New Haven, CT: Yale University Press.
Keams, K. and Scarpino, G. (1996). Nonprofit management and leadership. Strategic
planning research: Knowledge and gaps. 6, 429 - 439.

llh

Kotter, J.P. (1988). The leadership factor. New York: Free Press.
Kotter, J.P. (1996). Leading change. Boston: Harvard Business School Press.
Kvale, S. (1996). InterViews. Thousand Oaks, CA: Sage Publications.
Light, P. (2002). Pathways to nonprofit excellence. Washington, C.: Brookings
Institutional Press.
Light, P. (2004). Sustaining nonprofit performance: The case for capacity building and
the evidence to support it. Washington, DC: Brookings Institutional Press.
London, C. (2002). Quality progress. Strategic planning for business excellence: Total
quality. 12, 26-33.
Masaoka, J., and Goldstein, K. (2002). Compass Point Nonprofit Services. The case for
learning is a case for training. p. l - 11. Retrieved from www.compasspoint.org

Maxwell, J.C. (1993). Developing the leader within you. Nashville, TN: Thomas Nelson,
Inc.
McDonald, L.M., and Elmore, R.F. (1987). Educational Evaluation and Policy Analysis.
Getting the job done: Alternative policy instruments. 9, 133-152.
McKinsey, D., Raker, R., Wagner, L. (2003). Capacity building for nonprofits. San
Francisco: Wiley Periodicals, Inc.
McKinsey, and Company. (2001). Effective capacity buildingfor nonprofits. Washington,
DC: Venture Philanthropy Partners.

114

McNamara, C. (1999). Strategic planning in nonprofit or for-profit organizations.
Available on line: www.mapnp.org/library/plan/str plan/str plan.html

McNamara, C. (2003). Field guide to nonprofit strategic planning and facilitation.
Minneapolis, MN: Authenticity Consulting, LLC.
Mitroff, I., & Pearson, C. (1993). Crisis management: A diagnostic guide for improving
your organizations crisis management. San Francisco: Jossey-Bass.
Mittenthal, R. (2000). Effective philanthropy: The importance offocus. A briefing paper.

Moxley, D. (Spring 2004). International Journal of Organizational Theory and Behavior.
Factors influencing the successful use of vision-based strategy planning by
nonprofit human service organizations. 7, 107 -132.
Mulhare, E. (Fall 1999). Human Organization. Strategic planning ideology and the
culture of nonprofit management. 58, 323-330.
Newman, W., and Wall ender, H. Academy ofManagement Review. Managing not-forprofit enterprises. 3, 24-31.
Nielsen, R. (May/June, 1986). Strategic Management Journal. Piggybacking strategies
for nonprofits: A shared costs approach.7, 201-215.
Nutt, P. (1984). Strategic Management Journal. A strategic planning network for
nonprofit organizations. 5, 57-75.
Olsen, J.B., & Eadie, D.C. (1982). The game plan: Governance with foresight.
Washington, DC: Council of State Planning Agencies
Pearce, J., Freeman, E., and Robinson, R. (1987). Academy ofManagement Review. The
tenuous link between formal strategic planning and financial performance. 12,
658-675.
Quinn, J. (1980). Strategy for change: logical incrementalism. Illinois: R.D. Irwin.
Ramanujam, V., Venkatraman, N., & Camillus, J. (1986). Academy of Management
Journal. Multi-objective assessment of effectiveness ofstrategic planning: A
discriminant analysis approach. Vol. 29, p. 347-372.
Rosenbaum, D. (January 2003). New York Times. Bush plans little more money for bulk
federal programs. A 19.

115

Steiner, J.R., Gross, G.M., Ruffolo, M.C., and Murray, J.J. (1994). Administration in
Social Work. Strategic planning in nonprofit: Profit form it. 18, 87-106.
Stone, M., & Crittenden, W. (1994). Nonprofit Management and Leadership. A guide to
strategic management literature on nonprofit organizations. 4, 193-213.
The Community Place of Greater Rochester, Inc. Annual Report, 2005 - 2006. Retrieved
from www .communityplace.org.
Thomas, R. M. and Brubaker, D. L. (2001). Theses and dissertations: A guide to
planning research, and writing. Westport, CT: Greenwood Publishing Group, Inc.

,,
Tuckman, H. (Spring 1998). Journal ofPolicy Analysis and Management. Competition,
commercialization, and the evolution of nonprofit organizational structures. 17,
75-194United Neighborhood Centers of America, Inc. (UNCA,2007). About Us.
Retrieved October 25, 2006 fromhttp://www.unca.org/aboutus.html
United Way of Greater Rochester, Inc._Retrieved from www .uwrochester.org.
Vinzant, D., and Vinzant, J. (Dec. 1996). Public Productivity & Management Review.
Strategy and organizational capacity: Finding a fit. 20, 139 - 157.
Untermant, I., and Davis, R.H. (1982). Harvard Business Review. The strategy gap in
not-for-profits. 60, 30 - 40.
Webster, S., and Wylie, M. (1988). Administration in Social Work. Strategic planning in
competitive environments. 12, 25-43.
Wilbur, R.H. (2000). The complete guide to nonprofit management (2nd ed.). New York:
John Wiley & Sons, Inc.
Wilgoren, J. (2003). New York Times. New governors discover the ink is turning redder.
January 14. A 20
Wolch, J., and Rocha, E. (1993). Nonprofit Management and Leadership. Planning
responses to voluntary sector crisis. Vol. 3, No. 4, 377-395.
Wolf, T. (1999). Managing a nonprofit organization in the twenty-first century. New
York: Simon & Schuster Inc.
Yin, R.K. (1994). Case study research. Newbury Park, CA: Sage Publications.
Yin, R.K. (2003). Case study research: Design and method (3rd ed.). Thousand Oaks,
CA: Sage Publications.

116

___.,,...

,

Appendix A
Mission, Vision, and Strategy (McKinsey, et al., 2003).
The organization must have a clear understanding of its own identity. There are a variety
of activities in which organizations can engage in to strengthen their performance and
help fulfill their missions.
Activities
•
•
•
•

Strategic planning
Scenario planning
Organizational assessment
Organizational development

Governance and Leadership
Members of the organization's board should be engaged and representative, with defined
governance practices.
•
•
•
•

Activities
Leadership development
Board development
Executive transition

Cultural program delivery and impact
The organization has formal mechanisms for assessing internal and external factors that
affect its achievement of goals and has accurate data about audiences, participants, and
other organizations in the community.
•
•
•

Activities
program design and development
evaluation
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Appendix A (continued)
Strategic relationships
The organization is a respected and active participant and leader in the community and
maintains string connections with its constituents.
•
•
•

Activities
collaboration and strategic planning
marketing and communications planning

Resource development

The organization successfully secures support from a variety of sources to ensure that its
revenues are diversified, stable, and sufficient for the mission and goals.
•
•
•

Activities
fund development
business planning for revenue-generating activities

Internal operations, management, and facility

The organization has efficient and effective operations and strong management support
systems.
•
•
•
•
•
•
•
•

Activities
human resources management and training
financial management
operations
technology and information systems
facility planning
volunteer recruitment and management
conflict resolution
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Appendix B
History of Strategic Planning at CPGR
Strengthening Community, One Person, One Family at a Time

•

~-?)
dSMMUNITY

PLACE of~~h~:ter, Inc.

Strategic Planning Timeline

January
2004

Board and
CEO
decide it is
time to
develop the
first
strategic
plan for
CPGR

One day
retreat held
with
Executive
and
Leadership
Staff to
discuss vision
and goals

February
2004

Leadership
Team and
Board
Retreat to
revisit the
strategic
plan

20042006

No formal
movement
on the
strategic
plan

r=l
~
CPGR has
a change in
leadership
and gets a
new
President &
CEO

June
2006

New CEO
engages
consultant
to begin the
creation of
the
Strategic
Plan 20072010

September
2006

lntroducti
on of the
strategic
planning
process
at an ALL
staff
meeting

October
2006

Leadership
Team
works with
the
consultant
to develop
departmental
strategic
plans that
feed into
the overall
agency
plan
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Appendix C
CPGR organizational Chart
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Appendix D
2006 - 2008 Strategy Map & Scorecard
The Community Place of Greater Rochester, Inc.
2006-2008 Strategy Map
Client
Strengthen communities by worki~g in collab~ration
with neighbors and partners to build a foundation for
growth and sustainability

mprove residential and economic
viability of Greater R?cheste~
communities through high-quality
neighborhood-ba~ed

programs and services

Engage the aca_demic wo~ld,
community agencies, and _clients
in neighborhood planning
and development

Internal
Process

Learning &
Growth
Fully utilize
technology to
improve efficiency
and effectiveness

Implement a
Quality Management
program to ensure the
agency is efficient, effective,
and cost-responsible

Financial

Diversify our
revenue portfolio
(Increase unrestricted funding)
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BALANCED SCORECARD

Perspective

Objective

Measures

Targets

(examples)

(examples)

Initiatives*
I
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--Perspective

Objective
·

Learning &
Growth

8.

Fully utilize
technology to
improve efficiency
and effectiveness

9.

Strengthen and
stabilize the
workforce

10. Professional
Training and
Development

11. Implement a Quality
Management
program to ensure
the agency is
efficient, effective,
and cost-responsible

Financial

12. Build a system for
continuous
improvement

Measures

Targets

(examples)

(examples)

Initiatives*

L 1: Technology
Improvement

Employee
Satisfaction

Institution of
formalized
training program
and required
annual training

By 6/07: 90% of Staff
are Satisfied I Very
Satisfied by their
involvement in The
Community Place

L2: Workforce
Enrichment

By 6/30/07: 90% of
staff will have received
required hours of
annual training

Employee &
Volunteer
turnover

By 12/31/06: ::;15%
By 12/31 /07: ::;15%

QMP
implemented

By_/_/_

Efficiency Rating

???

% of each dollar
earned spent on
client programs

By 12/31/06:
By 12/31/07:

L3: Quality
Management
Program

~x%
~x%

F1: Planning &
Monitoring
Structures
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Perspective

Objective

13. Diversify our
revenue portfolio

Measures

Targets

(examples)

(examples)

Annual Revenue

2006: $_,_,_
_% from donations
_% from grants
_% from fees/tuition
_%from _ _ __

% revenue by
source

Initiatives*

F2: Revenue
Diversification

2007: $_,_, _
_ % from donations
_% from grants
_%from fees/tuition
_%from _ _ __

*Note: Initiatives in blue are carry-overs from the 2004 strategic planning process.
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Appendix E
2008 - 2010 Agency Strategic Plan

The

(OM MUN ITV

PLn./\.1(E

of GREATER
ROCHESTER, INC.

Scrmg;tlrening Community. Om: Pcrsan. One Family at a Time.

Overall Agency & Administration

2008-2010

Strategic Plan

Presented to the Board of Directors
January 28, 2008
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COMMUNITY PLACE OF GREATER ROCHESTER - STRATEGIC PLAN:

The economic and social challenges faced by many urban neighborhoods across
America are also a reality for the City of Rochester - dwindling resources, a limited
connectedness between community members, an absence of viable employment, and
so on. These issues have widespread effects not only on those neighborhoods but on
the surrounding urban and suburban areas as well.
Settlement houses, which originally formed in Rochester over a century ago to help
immigrants of many nationalities and ethnicities integrate into American society, have
adapted over the years to meet the needs of the changing populations that reside in
the neighborhoods we serve. Modern-day settlement houses like The Community
Place of Greater Rochester remain at the forefront of the effort to ensure that everyone
can fully participate in the Greater Rochester community.
This document presents the 2008-2010 strategic plan for The Community Place of
Greater Rochester - both for the Agency as a whole, and for the Administration of the
Agency. It lays out the Vision and Mission for which the Agency and Administration
operate in service of, their strategic objectives, and the associated measures, targets,
and initiatives to drive the desired strategic outcomes.
In addition to this document, the various Programs and Services divisions of The
Community Place have developed supporting plans which are designed to align with
this plan and further the results documented herein. Their plans have been compiled
into a package and distributed to the Program Committee of the Board of Directors for
their purposes.

CPG'R Yision:
· To strengthen communities by working in collaboration with neighbors and partners to build
a foundation for growth and sustainability.

CPG'R Mission:
To provide neighborhood-based programs, services, and resources which strengthen the
Greater Rochester community, one person, one family at a time.

CPG'R 'Brand Promise:
BRAND ESSENCE: Community of caring and opportunity
BRAND PERSONALITY: Supportive, Community-focused, Pioneering, Dynamic, Welcoming
BRAND PROMISE: CPGR creates a culture of expectations of excellence while pioneering a
unique spectrum of services and opportunities for individuals and families to ensure that
everyone can fully participate in the Greater Rochester community.

CPGR Vision: To strengthen communities by working in collaboration with neighbors
and partners to build a foundation for growth and sustainability.

-

Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully participate
in the Greater Rochester community

Offer innovative community-focused
programs, services, and resources
that reduce barriers and
create opportunities

Engage the academic world,
community agencies, businesses,
and residents in neighborhood
planning and development

2 ._--------..------~

Internal
Process
Embody
standards of
excellence in
all Agency
practices

Continuously
align with
consumer and
community
needs/assets

Build effective
partnerships &
collaborations
6 _ _ _ __.,

Learning &
Growth
Create an
infrastructure to
develop and engage
the workforce

mission

8

Financial
Ensure that the
Agency is efficient and
fiscally responsible

Diversify CPGR's
revenue portfolio
(Increase unrestricted funding)
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BALANCED SCORECARD - OVERALL AGENCY

1.

2.

3.

4.

5.

6.

Create a culture of expectations of
excellence while pioneering a unique
spectrum of services and
opportunities for individuals and
families to ensure that everyone can
fully participate in the Greater
Rochester community
Offer innovative community-focused
programs, services, and resources
that reduce barriers and create
opportunities
Engage the academic world,
community agencies, businesses,
and residents in neighborhood
planning and development

Embody standards of excellence in
all Agency practices

Continuously align with consumer
and community needs I assets

Build effective partnerships &
collaborations

% of programs that meet or
exceed Client Satisfaction
targets

2008: ~80%
(See Appendix /)

#of clients served
(i.e., primary beneficiaries
with measured outcomes)

2008: ~ 7,400
(See Appendix II)

% of contract objectives met
or exceeded

2008:
2009:

New initiatives I systems
coordination efforts

2008: ~5 established and
under way

~85%

(Appendix Ill)

~90%

(Administration, Early Childhood,
Family and Youth Services)

Linking research and practice

2008: Each division will
identify and apply ~5
quality practice standards

Program Quality Assessment

2008: See program targets
(Appendix JV)

% of programs that meet or
exceed Client Satisfaction
targets

2008: ~80%
(See Appendix I)

Needs Assessment

2008: Develop a framework
and data elements to
identify community needs

# new affiliations with
schools, community
agencies, government, etc.

2008: ~10 new affiliations
developed

Representation at the policy
level

2008:

~1

per service area

(Aging, Early Childhood,
Developmental Disability, Family,
and Youth Services)
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BALANCED SCORECARD - OVERALL AGENCY

7.

Expand awareness of CPGR to
increase customer participation and
community support

8.

Create an infrastructure to develop
and engage the workforce

9.

Foster a culture of innovation,
ownership, and forward thinking

~ ~~"%? ~~"

~r
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' .·h'· . ;>:

m--d~wl:!~·(*tt - ~~ ~ ~ ~it-"'

1'

# of clients served

2008: 27,400
(See Appendix II)

New contract dollars

2008: 2$250,000
(2007 = $222,000)

Employee Satisfaction

2008: 274% satisfied or
very satisfied
2009: 276%

10. Reinforce understanding of the
CPGR brand and mission

~~~

(continued)

Brand and Mission
agreement of staff, Board of
Directors, key volunteers,
funders, partners, and
consumers
ffi

-

3

~

~

~ ,fTINANCIAL
"'f"'~<'k~ '1.J/"~,,
,

11 . Ensure the Agency is efficient and
fiscally responsible

12. Diversify CPGR's revenue portfolio
(increase unrestricted funding)

~

2008: 285% agree or
strongly agree that the
Agency fulfills its Brand
Promise

-~~

PERSPECllVE
~ -

:;_;;:.~

~

~ ~

i~'!k

~~

~
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- r ;wz;:p:.@~~$~ ~: ;sc,~
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% of each dollar earned spent
on client programs

2008: 280%

Audit Findings

2008: No material
weaknesses or significant
deficiencies identified

Annual Revenue

2008: 2$5,250,000
(?.3% increase over 2007)
$370K Admin/Operations
$7 49K Dev Disability Svcs
$930K Aging Services
$1.43M Youth Services
$364K Family Services
$1.259M Early Childhood
Excludes FFMCVV

Net Unrestricted Funding

2008: 2$370,000

(i.e., non-contract fundraising
exclusive of Capital Improvement
and Endowment funding)

(Note: The 2008 Development
goal is $313,000 - $320,000)
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ADMINISTRATION VISION & MISSION:

CPG'R .Jttfministration 'Vision:
To foster a culture of excellence that enables the Agency to effectively strengthen
communities by working in collaboration with stakeholders (clients, consumers, neighbors,
and partners) to build a foundation for growth and sustainability.

CPG'R .Jldministration :M.ission:
To provide an internal infrastructure that enables the staff, volunteers, Board of Directors,
and vendors of the Agency to effectively fulfill all aspects of their roles, while securing the
support of donors, community neighbors, and agencies, thereby fulfilling the Mission of the
Agency as a whole.

Who are our Customers?
The clients of the Administration division consist primarily of the Agency's staff,
volunteers, and Board of Directors; that is, those who manage and deliver the
Agency's programs and services, those who manage external customer/donor/funder
relationships on behalf of the Agency, and donors, funders, vendors, and partners
who work with the Agency to provide infrastructure support.
Our consumers include community neighbors and people who are experiencing
barriers to full participation in the Greater Rochester community.
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ADMINISTRATION OVERVIEW:

The Administration division of the Community Place includes the following functional
areas:
0

Executive Leadership:
Includes the PresidenUCEO, COO, and Executive Team Associate.

General Mission: To provide leadership, vision, and direction for all aspects of the
Agency; Interface with the Board of Directors and key funders/donors/stakeholders;
Pioneer systems coordination efforts and community building.

°

Finance:
VISION: To strengthen the financial knowledge base between departments through
constant feedback and communication, thus laying the foundation for continued
growth and sustainability.
•

0

MISSION: To be proactive approach towards customers - both internal and external
- to ensure that financial information is delivered accurately and in a timely manner.

Human Resources:
•

VISION: To maintain a culture of continuous learning and professional development
while advocating for equitable policies and procedures for the entire organization.
MISSION: To promote a healthy work environment in which all employees are
equipped with the tools and resources necessary to achieve organizational and
professional success.

0

Information Technology:
Management of IT services and infrastructure.

0

Institutional Advancement:
•

0

Responsible for development/fundraising for the Agency as a whole.

Marketing and Communications:
VISION: To ensure communication and comprehension of CPGR's services to all
those who can benefit from them, and to help all current and potential partners,
donors, and volunteers understand how they can work with CPGR to strengthen the
Greater Rochester community.
MISSION: Communicate and engage with the Greater Rochester community about
the services of CPGR and its affiliates and their importance through comprehensive
marketing, communications, and public relations planning and implementation.

0

Operations:
•

VISION: To provide the highest level of consistent "customer service" for the
Agency's facilities, transportation, and support services.

•

MISSION: To provide exceptional support services which meet the Agency's needs
by fostering positive relationships with those we serve, listening to their suggestions
and concerns, and ensuring clean, safe, secure facilities and transportation.
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CPGR Administration Vision: To foster a culture of excellence that enables the
Agency to effectively strengthen communities by working in collaboration with
stakeholders (clients, consumers, neighbors, and partners) to build a foundation for
growth and sustainability.
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Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully participate
in the Greater Rochester community

Offer innovative leadership
and support services
that help reduce barriers
and create opportunities

14'---t

Engage the academic world,
community agencies, businesses,
and residents in neighborhood
planning and development

2

Internal
Process
Embody
standards of
excellence in all
Administration
practices

ontinuousl
align with
consumer and
community
eeds/asset

Build effective
partnerships &
collaborations
6

------

Learning &
Growth
Create an
infrastructure to
develop and engage
the workforce
8 "'------~......

Reinforce
understanding of the
CPGR brand and
mission

Financial

nsure that the Agency
is efficient and fiscally
responsible

Diversify CPGR's
revenue portfolio
(Increase unrestricted funding)
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BALANCED SCORECARD -ADMINISTRATION

1.

2.

Create a culture of
expectations of excellence
while pioneering a unique
spectrum of services and
opportunities for individuals
and families to ensure that
everyone can fully
participate in the Greater
Rochester community

Offer innovative leadership
and support services that
help reduce barriers and
create opportunities

3.

Engage the academic world,
community agencies,
businesses, and residents in
neighborhood planning and
development

4.

Embody standards of
excellence in all
Administration practices

5.

Continuously align with
consumer and community
needs I assets

Internal customer
satisfaction and
external recognition
as a community
leader

2008: Avg. ;:::4.0 out
of 5 on internal CSAT
survey question re:
overall satisfaction

C1: Internal
Customer
Satisfaction Survey

C2: 360 Feedback

Brand and Mission
agreement of staff,
Board of Directors,
key volunteers,
funders. partners,
and consumers

2008: ;:::85% of those
surveyed agree or
strongly agree that
the Agency fulfills its
Brand Promise

L 7: Brand Promise
Delivery Survey

New initiatives I
systems
coordination efforts

2008: ;:::2 established
and under way

C3: Alliance
(affiliations and
infrastructure)

Internal customer
satisfaction and
external recognition
as a community
leader

Avg. ;:::4.0 out of 5 on
internal CSAT survey
question re: overall
satisfaction

C1: Internal
Customer
Satisfaction Survey

Needs Assessment

2008: Develop a
framework and data
elements to identify
community needs

P1: Community
Needs Assessment

Number of
compliance issues

2008: No citations,
violations, or
noncom pl ia nee
issues in HR or
Operations

P2: Operations
Process
Development and
Adherence

C2: 360 Feedback
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BALANCED SCORECARD-ADMINISTRATION

(continued)

6.

Build effective partnerships
& collaborations

# active affiliations
with schools,
community
agencies,
government, etc.

2008: ~2 new
affiliations developed

7.

Expand awareness of CPGR
to increase customer
participation and community
support

#of media pickups

2008:

~30

# of new prospects
in database

2008:
(2007

=7427)

Employee
Satisfaction/Climate
survey (specific
sub-items)

2008:
Q #1:
Q #17:
Q #25:
Q #26:

8.

Create an infrastructure to
develop and engage the
workforce

11--~~~~~~~~~~~~~

9.

Foster a culture of
innovation, ownership, and
forward thinking

10. Reinforce understanding of
the CPGR brand and
mission

# Learning Hours

P3: Affiliations
Development
(include process
to evaluate
affWations)
P4: Marketing & PR
Campaign

~7798

Mean
Mean
Mean
Mean

P5: Sustained media
relations schedule

~3.75
~4.0

L 1: Professional
Development Plans/
teaching and learning

~4.0
~3. 75

2008: ~20 hrs/yr per
Administration
employee
~60%

% of positions filled
through internal
promotions

2008:

Brand and Mission
agreement of staff,
Board of Directors,
key volunteers,
funders, partners,
and consumers

2008: ~85% of those
surveyed agree or
sJrongly agree that
the Agency fulfills its
Brand Promise

L2: Reward &
Recognition Program
L3: Employee
Suggestion Program
L4: Analyze
employee retention
and time to fill
positions
L5: IT Infrastructure
(improve reliability
and functionality)
L6: Public Relations
Materials & Brand
Promotion
L7: Brand Promise
Delivery Survey
L8: Training Grants
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BALANCED SCORECARD -ADMINISTRATION

11. Ensure that the Agency is
efficient and fiscally
responsible

12. Diversify CPGR's revenue
portfolio (increase
unrestricted funding)

(continued)

% of each dollar
earned spent on
client programs

2008: ;:::80%

F1: CPGR agent and
fiduciary criteria

Debt ratio to
available credit

2008: :::;48%

F2: Internal Control
Processes

Audit Results

2008: No material
weaknesses or
significant
deficiencies identified

F3: Reassessment of
funders who do not
cover admin. costs
and programs
operating at a deficit

Annual Revenue

2008: ;:::$520,000
(rent, expansion $, etc.)

Net Unrestricted
Funding

2008: ;:::$275,000

(i.e., non-contract
fundraising exclusive of
Capital Improvement
and Endowment
funding)

Capital
Improvement
Funding

2008: $100,000
2009: $200,000
201 O: $400,000

F4: Capital
Improvement Plans

Value of the
Endowment Fund

2008: ;:::$250,000
2009: ;:::$500,000

F5: Institutional
AdvancemenU
Endowment
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Appendix I: Client Satisfaction (CSAT) - Targets by Division

Aging Services

Foster Grandparents/Senior
Companions :2:98%

The FG/SC survey is open-ended;
satisfaction will be determined based
on comments (positive comments
indicating satisfaction)

Senior Center :2:85%

Developmental
Disability Services

Early Childhood
Services

Family & Youth
Services

Family Support Svcs. :2:90%

Respondents answer Good or
Excellent on survey questions 1-5
and Yes on questions 6-10. Exclude
Don't Know and N/A responses.

Medicaid Service
Coordination :2:96%

Respond Yes to survey questions 17. Assess twice per year.

Providers :2:TBD% (will
establish baseline by 6130108)

Since only a few Providers have
responded to past surveys, we will
re-administer the survey to get a
baseline upon which to set the 2008
target. The target will be the % of
total responses that are Very Good
to Excellent.

Provider Training: Develop
program evaluation form to be
administered after each class

May just add questions to the other
survey, as opposed to having a
separate survey for providers to
complete.

UPK :2'.:A- with a minimum
50% response rate

Parents will complete an
assessment survey annually.

Family Services :2'.:TBD

Establish baseline for survey
question #7 by 6/30/08; 12/31 /08
target TBD.

H.O.S.T. :2'.:TBD

Establish baseline by 6/30/08;
12/31/08 target TBD. Have residents
participate in development of survey.

Rochester Step-Off

=TBD

Beacon Centers :2:TBD

Develop survey and establish
baseline by 6/30/08; 12/31 /08 target
TBD.
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Summer Camp ;:::90%

% of respondents who rate
questions 1-4 as good or excellent
and answer "yes" to question 9
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Appendix II: Number of Clients Served - Targets by Division

Aging Services

Foster Grandparents I Senior
Companions ;:::170
Foster Grandparents Consumers ;::::
190
Senior Companion Clients ;:::120
Senior Center ;:::275

Developmental
Disability Services

Case Management ;:::70

Some will be duplicates from
services

Social Work ;:::60

Most will be duplicates from
services

Total 2!885 clients
(undup/icated by service)

Approx. 600 fully unduplicated;
Some participate in multiple
services

Family Support Svcs. (FSS) ;:::123

58 + 20 + 15 + 10 + 20

Medicaid Service Coard. (MSC)
150

~

Total 2!273 clients

Early Childhood
Services

UPK

~36

Per academic year

Kid's Camp Adventure

~30

Children in daycare homes ;:::1,800
Family Day Care ~200 homes
(providers) avg./month
Provider Training

~50/month

Active homes (providers)

Providers to attend trainings
offered

Total 2!2, 116 clients

Family & Youth
Services

Family Services/H.O.S.T. ;:::2,700
Beacons/RSO ;:::930
Rochester Safe and Sound ;:::300
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School Community Partnership

~

200
Total

~4, 130

clients
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Appendix Ill: Contract Objectives - Targets by Division
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Senior Center - United
Way/MCOFA
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87% successful
(UW 20/23 participants,
MCOFA 15 participants)

84% successful
(UW 32/38 participants,
MCOFA 39 participants)

71 % successful
(UW 10/14 participants,
MCOFA 30 participants)
~

Senior Center - United
Way
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Regular program attendees whose initial
Nutritional Screening Initiative (NSI}
Checklist scores indicate low nutritional
risk (a score of 0-2) will maintain their
"good" nutritional status.
Regular program attendees whose initial
NSI Checklist scores indicate moderate
nutritional risk (a score of 3-5) will
maintain or improve their nutritional
status.
Regular program attendees whose initial
NSI Checklist scores indicate high
nutritional risk (a score of 6-21) will
improve their scores by at least 2 points.
-.

/y~··t;,,,·,,<,~,

:~~;!?:··)'">'···

;--·- ··

····' · ·.

; .~µnifed Way 9,/if,~£,tWe ~~;,.. fv1a!~taiffd(il1JPrdve the. social wellilf!ss
·.of older adults . wfio part1c1pate;1n.;our programs ""'". /. .·
;, ·,,

. J&.t/· .

A~.~~~:.~nt'

,br{~~::;~.~~

,/_,.jj,}/\'./_::~,Dh, 0 ¥~0> ~
••

=89% successful

Regular program attendees whose initial
Social Wellness Scale (SWS) Checklist
scores indicate low risk (a score of 0-2)
will maintain their low risk status.

26/34 = 76% successful

Regular program attendees whose initial
SWS Checklist scores indicate moderate
risk (a score of 3~5) will maintain or
improve their social wellness status.

5/6 = 83% successful

Regular program attendees whose initial
SWS Checklist scores indicate moderate
risk (a score of 6-21) will improve their
scores by at least 2 points.

31/35
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Senior Center- MCOFA

Total number (unduplicated count) of
persons age 60 and above to be served
by this program.

275 Total Served
Demographic
Characteristics:
84% low income
62% low income
minority
24% frail/disabled
22% age 75+
7% age 85+
51 % live alone
Racial I Ethnic
Characteristics:
< 1% (2 people)
Amer. lnd./Als.
Native
0 Asian
36% Black, not
Hispanic
0 Nat. Haw./Pac. Is.
43%
Hispanic/Latino
20% White
Avg. 36/day (9000 total)

Total number of meals served

$9,450

Amount collected in participant
contributions

120

# unduplicated older persons to outreach
by direct contact to acquaint them with
services of the Senior Center Nutrition
Program

400

#formal recreational, exercise and
health promotion, cultural and/or
educational activity sessions provided to
Senior Center participants, excluding
MCOFA-funded activities
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Foster Grandparent
Program - CNCS
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Elementary Education -Phildren
' help improve reading; skills
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Number of children who receive tutoring
services to help improve reading skills

85%

Percentage of students who improve on
homework completion and present an
improved attitude in class.
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85%

Foster Grandparent
Program - CNCS
(continued)

Percentage of students who improve
reading, writing, and language arts skills.
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22 children, 8352 hours
of service

Number of children assigned. Number of
service hours provided.

90%

Percentage of students with improved
social, emotional, and cognitive skills

90%

Percentage of children that graduate and
are able to enter kindergarten

"'.://{;

"":"

'/,

0

•

•

','

'

,':;

'x''~""

y,,'-.""~h:;{:?:?X''.'',•A", ,/;i~~~~?:;•A,•''··/i-kfiWfi?'

Pr~-elementary

Day. Care -<Ch1ldr.enw11/ r~cetve services to
.
ppro ii e·
. imprqye their self-~steem .a.rid ability to perfp[fTJ
; skills · ·
·•· · ;' ,.
' '< . , 1 ,;,·;i¥:,,.,./'<

t..

66 children, 29,232
hours

Number of children assigned. Number of
service hours provided.

85%

Percentage of children served showing
improved self-esteem

85%

Percentage of children showing
improvement in age-appropriateness in
levels of social, emotional, and cognitive
skills
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.volunteers during the program y§ar;,,
fL-: '"'~ ~
.·
-~->:- tf?L:L:~,:,,>::. Af:.\:;·
2::14 youths
2::180 hours per youth

/:·•t' · .•lfri'Slf:'>if7
... '·

•. ·..

Number of youth who receive mentoring,
and number of hours of mentoring each
youth receives

65%

Percentage of mentored children who
achieve two or more personally identified
goals

65%

Percentage of children demonstrating
improvement in behavior in areas such
as respect for others, resisting peer
pressure (social competencies), and
speaking positively about oneself
(positive identity)
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Senior Companion
Program - CNCS

Care~ Fra'it homilliound seniors.'wiit'receive · .
comp~gforJShip ~t~ic~} fr°:'Po~t:cJ~2~~. ;~~~~teer~.·J:~'·l~if• •

.. In-Home

90

Number of beneficiaries

80%

Percentage of seniors reporting
improvements in any of the following
areas: ADLs, nutrition, mobility,
independence, emotional health, and
overall quality of life

65%

Percentage of seniors remaining in their
own homes

.,,c.·.,

,

""/."'

'"''t:"

,_,..,!/'

,,

.

·,,

,,

. . . • .·" . . ·-::.~A

· Senior Citizens Assistance--: Frail homebound
cbmpanionsf]ip.$ervic~s from trained v9/unteers

Senior Companion
Program - United Way

",.::>~d~·;;:V>~~-"'---..,.

'.·::.:.,t~

seniors 'will receive'>
.
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Number of beneficiaries

85%

Percentage of seniors reporting
improvements in any of the following
areas: ADLs, nutrition, mobility,
independence, emotional health, and
overall quality of life

85%

Percentage of seniors remaining in their
own homes

92/110 =84%
successful

Percentage of frail elders age 60 and up
reporting improvements n nutrition,
mobility, independence, emotional health,
financial situation, and/or overall quality
of life

99/110 = 90%
successful

Percentage of frail elders reporting an
increase in socialization of at least 12
hours per month and an increase in
social contacts of at least 3 per month

51/51 = 100%
successful

Percentage of Senior Companions
reporting increased productivity and
improved financial well-being
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The SKY Is the Limit

Annual = 22,330
units of service

Increase independent living skills of
developmental disabled youth ages 5-22 in
Monroe County

Training

Annual = 1,500 units
of service

Decrease social isolation among families
with developmental disabled individuals

Odyssey

Annual = 1,916 units
of service

Increase employment and independent
living skills by offering training and handson experiences in an internship placement.
Provide extra support to hard-to-place
youth transitioning from school to the adult
world.

Adult Skills

Annual
service

= 672 units of

Offer opportunities to enhance parenting
skills, self-advocacy, awareness of
community resources, and learn
techniques in child care.

Family Reimbursement

Annual
service

=100 units of

Provide developmentally disabled families
with financial reimbursement for goods and
services that enhance the quality of life and
increase access to goods and services that
the family deems a value

UPK

~90% of kids achieve
COR gains of ~0.5

We as program provider shall provide a
developmentally appropriate program for all
children of 4 years in age that reside in the
city of Rochester. Program must be in
duration of no less than 2.5 hours a day,
following the RCSD academic calendar.
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City of Rochester/PHANS

Prevent
homelessness and or
eviction for 27 low to
moderate income
families during the
contract year (July June)
~;~., ', <<'·,/;~··

United Way

Emergency Food and
Shelter Program (EFSP) LRO

;/·'

,,,~~

/> •.

>

./~·"

Prevent homelessness/eviction for a
specified number of families annually

.:»" .;,,;;.-Y'f(

~:f'.'~~;"'>

>';;/"

.<<<::q>~>:¥0¥~";/~~~

{'i'·~;Y .~

!'Increase the''abf11ty of/ow'.'.mcome households m the. Greater

~·. ~~~~.e~tfr}{ea t_'!:,~1ftee~ :~t~.~r:~~~~E ta'J:Y~ 1,'.~;~~.i~!~r· };!$:",

·

99% of the total
families requesting
assistance

1: Families seeking emergency assistance
will resolve their immediate crisis (food,
transportation, clothing, prescription and
vital records) and identify steps they can
take to avoid subsequent crises.

TBD: #families for
the collaborative and
for CPGR will be set
in the first quarter of
2008 based upon
2007 actual results
which are now being
collected and
analyzed

2: Success for indicator #1, AND follow
through on at least one of the steps
identified to avoid subsequent financial
insufficiency.

TBD: #families for
the collaborative and
for CPGR will be set
in the first quarter of
2008 based upon
2007 c:ictual results
which are now being
collected and
analyzed

3: Success for indicator #1 and #2 AND a
change in status (entering a structured
treatment, case management, job training
or employment program, increase in
resources due to improved employment,
subsidized housing, obtaining health
insurance, filing for the Earned Income
Credit, etc.) with the longcterm of goal of
financial self-sufficiency

Outcome Objectiye:
Individuals and
families seeking
housing support
services will secure
housing and continue
to maintain housing
for at least six months

Reduce residential transience in the
Greater Rochester Area caused by
homelessness, eviction/foreclosure, code
violations, landlord/tenant disputes, utility
shut-offs, and lack of household
necessities.

TBD

Program compliance

TBD

Meals#

TBD

Rent/Mortgage Assistance #
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75% of youth

Youth will meet/exceed state standards in 1
or more core subject areas

60% of youth

Youth will participate in 1 or more activity
on a regular basis

2 written agreements

Written agreements with community
partners

420/700

Youth improved social emotional
competencies

123/140

Youth improved employability
competencies

300/450

Youth successfully completed !P's
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Enrolled youth

75

Youth participating in CARE

120, with 66%
attendance

Youth in Restorative Justice Program (with
66% attendance)

Rochester Safe and
Sound

TBD

TBD

Rochester Area
Community Foundation
(RACF)

Implement the
PATHS curriculum by
08/2008

Implementation of the PATHS curriculum

OCFS/MCYB - YAP

50-75 youth will have
opportunities to earn
stipends for
participation in
training and work
experience programs,
will be connected to
summer youth
employment
programs, and
receive college
exposure and
preparation to
prepare them for their
futures

Positive Youth Development/Positive
Use of Time: Create opportunities for
youth in the community to participate in
positive youth development programs,
learn about the world of work, become
civically engaged, and be exposed to
higher education and vocational
opportunities in partnership with adults.

City of Rochester - RASA

United Way I Monroe
County Youth Bureau
(MCYB)

Children's Institute CARE

Civic engagement will be developed
through planning and implementing
tangible products that benefit the
community as well as provide real-life
experience for youth.

I

1-47------·~

OCFS/MCYB - YAP
(continued)

Utilize data collected
during the first phase
(summer 2007) to
inform community
stakeholders, make
youth-adult
connections, and
create opportunities
for youth.

Community Asset Mapping Activities:
Continue the community asset mapping
project with youth-adult partners. Mapping
will include cataloging the skills and
expertise of those who reside in the
community and the community's physical
structures.
Youth and adults will be involved in the
data collection, data input, and data
analysis. The data from the mapping
project will inform the community planning
process.
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Appendix F
Permission Letter

COMMUNITY
PLACE ~o~i~Ji\~."'July 14, 2008
Tiamesha Walker
Reynolds Arcade Building
16 E. Main Street, Suite 800
Rochester, New York 14614
Re: Pem1ission for case study
Dear Tiamesha:
On behalf of myself and the board of directors at The Community Place of Greater
Rochester, Inc. (CPGR) it is with great pleasure that I grant you permission to use the
actual name of the organization and any documents, records, websites, or additional items
that relate or refer to CPGR in your dissertation.
The staff and board members were willing-participants in the questionnaire and
interviews involved in your case study and it is without apprehension or concern that you
are granted the pem1ission to use CPGR in your dissertation publication.
If you have any questions or concerns please feel free to contact our office at 327-7200.

Good luck in your endeavors.

Sincerely,

~&CEO

The Community Place of Greater Rochester, Inc.
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Appendix G
Relationships Between Planning Elements and Resource Acquisition Measures
(Crittenden, Crittenden, Stone & Robertson, 2004)

Planning
Elements
Scope of Planning
Level of Participation

Resource
Measures

External Interdependence
(+)

Implementation
Responsiveness

Executive
Satisfaction

Constraint Identification

Volunteer
Resources
(+)

Administrative Informality(-)

Donor
Resources

(-r--r-----.
Planning Routinism
Subjective Planning

Change in
Programs
Offered

Resource Misallocation
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Appendix H

CPGR Leadership Demographics

PARTICIPANTS
There are ten staff participating in the development and implementation of the
strategic plan:
Demographics
Education

Ethnicity
AA

2 years

Master's
- Pursuing
Doctorate
Bachelor's
- Pursuing
Master's
Bachelor's
- Pursuing CPA
Master's

43

10 years

Bachelor's

c

Female

49

7 years

Bachelor's

c

Director of
Disability
Services

Female

59

18 years

Bachelor's

AA

Director of
Leadership and
Character
Development
Director of
Rochester Step
Off
Director of
Facilities &
Transportation

Male

26

2 years

Master's
Pursuing doctoral
degree/

AA

Female

37

2 years

Bachelor's

AA

Male

38

12 years

High School
Diploma

AA

Title

Gender

Age

President & CEO

Male

36

Length of
Service
6 years

coo

Female

40

1 year

Director of
Finance
Director of
Marketing &
Communication
Director of Aging
Svcs
Director of Early
Childhood
Programs

Male

46

3 years

Male

26

Female

c
AA

c

Key - AA = African-American C- Caucasian
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Appendix I
2008-2010 Board of Directors
•

lj•\\
~?

The

COMMUNITY

PLACE ~~~t;i:,."'

1,,,,~~'~"'"-~' ·-"'"'~

'"""''- 11o..r-o1t«. r-

Class of= Expiration of Term
Board
member

Ethnicity

Term

1.

AA

Class of2010

2.

c

Class of2008

3.

c

Class of 2010

4.

c

Class of 2010

5.

AA

Class of2008

6.

c

Class of 2008

7.

c

Class of 2008

8.

B

Class of 2009

9.

B

Class of 2009

10.

c

Class of2010

11.

c

Class of2008

12.

c

Class of 2009

13.

c

Class of 2009

14.

c

Class of 2009

15.

c

Class of2010

16.

c

Class of 2009

17.

AA

Class of2009

18.

AA

Class of2009

19.

AA

Class of 2008

•·'

Key - AA = African-American C- Caucasian
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Appendix J
Institutional Review Board Approval
Dear Ms. Walker:
Thank you for submitting your research proposal to the Institutional
Review Board.
I am pleased to inform you that the Board has approved your Expedited
Review project, "Using Strategic Planning to Build Organizational
Capacity in Nonprofit Organizations."
Following federal guidelines, research related records should be
maintained in a secure area for three years following the completion of
the project at which time they may be destroyed.
Should you have any questions about this process or your
responsibilities, please contact me at 385-5262 or by e-mail to
emerges@sjfc.edu <mailto:emerges@sjfc.edu&gt;,or if unable to reach me,
please contact the Administrative Assistant to the IRB, Jamie Mosca, at
385~8318, e-mail jmosca@sjfc.edu <mailto:jmosca@sjfc.edu.
Sincerely,

Eileen M, Merges, Ph.D.
Chair, Institutional Review Board

EM:jlm
Copy: OAA IRB
IRB: Approve expedited.doc
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Appendix K
The Capacity Building Survey (adapted from Paul Light, 2004)

1. What is your gender?

r:

2. female

2. In your current capacity at CPGR, what is your length of service?
t" l. less lh11n one .,...,,

C 2. t • 3 yrs
C' 3. 4 ·II yrs

C 4. 7 • lf> yrs
('

$. morQ Iha.rt 10 yrs

3. What ls your highest level of education achieved?
('

l. High Khool or oqutvalent

("

4. ~laster's O<!IJree

4. In your current capacity at CPGR, what is your position level?
r:';

l. Board Member

(" 3. !.=dershlp Staff {Director, thsnll9cr)

C 4. Profe•lo"'ll Staff {Coordt..,tor,

C~

Worker}

(':' :S. Other

The Capacity Building Survey
Adapted with permission from Paul Light (2004)
Sustaining Nonprofit Performance:
The Case for Capacity Building and the Evidence to Support It

Instructions: Please read each question and select the answer that best represents your
views. Participation in this study is voluntary and you have the right to withdraw
participation at any time without fear of penalty. You are free to refuse to answer any
question(s). The questions pertain to your level of participation in your organizations
strategic planning efforts. All participants shall remain anonymous and the data collected
shall remain confidential.
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1. Please indicate how much change there has been over the last three years in each
of the following areas.
l.

sl\;nlfialnt

S. great de.ol af

L 9r""l deal of
growth

2 • ..,.,..,growlll

r

r

(':

r

('

l .. number of consumer:t
Cl'Gtt ,..,,,,;,_;

r._,

r'.'.·

(':'

r:

r

"°;~(~i:te
. •; of ci'Gn•,. bud~et.

r;'

;Lnumlliir er prog..;;.';.,,. or
~ry~ a>GR cflet•

~ "':;~~-c·

110

growth

. (':

4. t<>me dcdlm:

::;~"'"''"~'"'"'.

de<ll<le

l.L not enou:gh
!nlormirtl<>n tD

respond

·r: )

r:

2. Words often have a somewhat different meaning to people. What do the words
capacity building mean to you? (open-ended)
3. Words often have a somewhat different meaning to people. What do the words
strategic planning mean to you? (open ended)

4. In relation to the strategic planning process at CPGR,. in your current role, what
has been your involvement? (open-ended)
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1. Please indicate whether you strongly agree, somewhat agree, .agree, strongly
disagre~

somewhat disagree, disagree with each of the following items.
t. strongly

2. ""mewhat

-agree

agree

c
c

1. nn ...-g anolzatlon can bc

w"11 maMged and still not
:t.chk!ff 11:$ progr.wn 90l>ls
;?. an ...-gantutlon can be
YN}I effective in achieving

'1. nol 1:no1J9h

:3. 1>9rel:

4. 1<tro119ly
<11•'11!1"""

5, sc.mewhat
dl•Oiijtee

6. disagree

r

r

r::.

r

('

r

c

('::

c

<::

('

c

hlformntlon to

rcspo<id

Its program goals bt1t not
•"11 m"nl19ed

2. To date, how long has CPGR worked on sti-ategic planning?
C

I.

C

4. more than o"" year hilt kn

stx monlhs o• less

°'"" two

C S. more th;on two years

r

6. m>t enough Jnformati<>n to respond

3. In your opinion, did CPGR do a great deal of planning before it began this effort to
improve its organizational perfoi-mance?
(" l. a 9rut deal of plannir19

C 2. fair •mount of plllnnl119

C 3. not too much plann1n9
C

4. llUle or no planning

C' S.

rn>t enou9b Information

to .-pond

4. Did CPGR use any of the following resources for the strategic planning effort?

(check all that apply)
L

t. consultant(<) .,.er., hired for the project

C

l. boob, mMll3ls, or other wrl'tt"'1 m111ertiils

C

4. treini1'9 proVlded tbrou.gh conferences "nrl/or workshopc>

r s. advloe from professkm:il colle;ogue$

r

G. lechnkal asststltlla! provided
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5. Please describe how helpful each of the following were in the strategic plan n Ing
effort to improve organizational performance.
1.

""f'Y l>elpM

l. somewhat
br:lpliJI

l. helpful

4 • not tao ""'lpitJI S. not helpful nt
all

6. not enoL>g t.
ln!lormatl<>n to
relp<n1d

c

r

r:
r:
r::

r

r

C"

L'

C

4. tnilnlng

r:

r:

5. ad vice from cotluguel

c
c

r:
r:
r:

r:::
r
r.
r::

c

C,;

C"

t'

r:

r:

c

r:

I. coM11Jlt1t11t(s)

2. wcb-ba•ed

r~rcr:s

:~l. books, millnual:t\9 ar

otber wrluen materl,.ls

G. tecbnkal nssistancc

C"

£:+

,C

L"'

L'

r

r:
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1. Did CPGR have outside funding to cover the strategic pranning effort?
t' :2. no
("

:ii. m>t enough lnfl>rmaU<>n to re"1Jond

2. Roughly, how much did the strategic planning effort cost? Please indicate Indirect
and in-kind costs?
C l.

DO

to•l

C S. More than $1.S,000
C' 6. not enou91J Information to respond
Oti>er (pieaoe spedfy)

I
3. Thinking about all of the financial resources dedicated to the strategic planning( if
any), how would you describe them?
C

l. very adequate

C l.

somewh.. t i>deq11:lle

C 3. "dcquMc
C

4. not too adequate

C: S. nt>t adequate at all
(" 6. m>t enough Information to re"1J<Jnd
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1. 'Please Indicate the level of involvement in the strategic planning process of each

of the following groups of people.
c. nol cnoug I>
"- "9re<>t dei!!I

:2. execuUve start
{president. \IP, C:OO)

:3. le.3denhlp stoff
'{dire<:lor, m"B09er)

4. prnfc••la<lal st.off
(coordinator),
!I...... ,;.,.fr

'.

'

fL consumers

.,,,

c,
r:

r

t
r

l. board memben

c.. not too<11uch

b. fair amount

("

' ,.,,

~

""'<'.

~r,~·:;~-

d.l>O(lltell

'

lnfO<matlo11 !o

respond

~?',F,

('"

c

~

c

r

(';

r

("

r

r

c

c

("

c
r

r

r

r

r

("

c

c

r

2. Who would you say was the strongest advocate, or champion of the strategic
planning prc>cess? (open-ended)
3. Please Indicate how successful the strategic planning process was or has been In
improving organizational performance.

("'

S. ccmpletdy uns11CCenfu I

("' 6.

1101

enou11b lnform.,tion to rcs.11ond

4. Please indicate how important each of the following was or has been to the
success of the strategic planning process.
lmp<><tant

e. not knpo..iant
.u ..1

I. not en<>119.h
lnformat Ion to
f<O$polld

c

('

r

c

r

C'

r

r.

r

c

r:

("

("

("

r

r

("

r

r

("'

c

C'

,'('

('

"· vuy Important

Ii. somewhat
lmport1mt

<:.important

l. bl>3td ir.rvo!Yemen.t

c

('

l. ad"'ltiatc time lo
devota tD $lr11tc9tt;

('

("

3. adequ,.tc fundl:ng to
devote to str<1tc9lc
planning

("

4. ""ffacllve coris11ltant(s)

5. community lnvolvcmen1

d. not loo

pllm11lng

tL S\2(( <:ommltmc11t

("

r

r

r
c

1. events l>eyoml your

r

("'

('

("

control

r:

t:'

("

("
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s. Please indicate how important each of the following was or has been to the lack of
success of the strategic planning process.
"· 'f'Cf)'

L lad: of ·bo,,nl
llwotv,,.,.,.,.,t
l. lruid"'!ui>te time lo
devote to ~r111e9k:
plann1119
3. Inadequate funding lo
devote to s.trat"9lc
.l'lannll]9
4. lad: of community
invofvcn>C11t
S. lad:" of

-«

lnvof~t

6. events beyond your

control

Important

r

b. somewhat
hnport1>111t

c. lmJl<lrt!int

d. not too
!mpnrtant

.,_ not impo.-tant

at olll

r. 1>ot """"'IJh
infurmatk>n to
re!;p<)nd
~ 713~-

r

'f

r

("'

c

r·

t"'

('

c

('.

r

r

r

r:

r::

r:

r:

c

c

r

("

C·

r:

r:

r:
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_.ll

1. Do you strongly agree, somewhat agree, agree, strongly disagree, somewhat
disagree, or disagree with each of the following statements?
a. •tron9ly
a~ree

1. The work -did to l>ulld
CPG!t'• performance
showed us th.al dlange Is
t.anh::r to achieve tmrn we
Clll'«\ed.
2. The work· we did to build
Cl>Glt's perfonnance

r

b. oomewhat
;ag:ree

c. "'ii..,.,

d. «trm19ly
dlsa11r'"'

e. •<>m.,.,.,hat
di•"9""'

I. dis"9 ree

g. not coouqh
iniorm"11on to
rcsp<md

r

r

c

("

('

c

r

c

r

('

r

c

c

sho\Yed us tbcre are are:as

"'"'need lo improve and
there are areas whesc we
are doing we.ti.
j_ The work we did to build
CPG~~s

r

r

r

r

r

r

r::

("

("

r

r

r

('

r

r

("

perlQrmance gave

us a ci..a...,r sense of
dR'ectJon ilnd prio<ltles than
We had before..
4. The work we did to build
CPGR"• P""f<>nnance was
''""Y slt<>Sdu1 tor our Sll>ff.
S. The work ...,did to build
CPGSl's performance ti.as
led 'to long-t.w:lng

impro'"'"'""u In the
orgonl:ratllon.

2. Thinking specifically about CPGR's management and performance, to what extent
has the strategic planning process Improved the following?
e. not enou-g b
infonnatlori to

"· "9r""t dc"I

b. somewhiat

c ... lit!IO!

d. n<>t at all

r
r

r

r

r

r

(,'

r

('"

r

(,'

r

c
r
r

r

r

r

c

("

r

r

r

r

r''

r
r

r
r

r

r

r

("

c

r

r

r

r

c

r

r

r

r

c

("

resp<>r>d •.

i .. motale of exec:uUve
and lead .. ultlp staff
l. c::PGR'·• staff'. ability ID
u•e
effectr.ely
3. Cl'GR's stall's abutty to
da tbeir J<>b more
elflclr:nll)'
4 .. hmov:stlvene:os of Ute

'""°"tc6

o~anlr.ollcKI

S. fund ir11J for tlwo
o~anl~Uon

G. wnwmet Htidactlon

'1. dects!cri malting
process
9. accountablilty am<mg
e><=irtlvc and leadership
·staff

g_ pu bllc rep<1btlon

3. Are there other outcomes that the strategic planning process produced, please
describe them? (open-ended}
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4. In your opinion, how much did organizational performance increase due to the
strategic planning process?
C t. less than 10 !'"'cent

C' 4. no Iner"""' at all
(' S. not enough Information to re<opond

s. In your opinion, how much did performance increase in the four focus areas of the
strategic:: plan?
e. not enno1111 h
tnfotmaUon lo

"- less than 10
percent

b. 10 to 3() porcenl

c. more lhan 30
percent

d. not lncrnse 1>t 1141

1.. customer ,fe<:us:

("

('

("'

r

j

C'

,...

c

2. lnlcrnml process

r

r

3. 1....1n1ng amt grow1b

("

('

c

4. fln1>ndnt focus

('

r
r

('.
("

r

('

riupond

6. Any additional comments:

162

Appendix L
St. John Fisher College, Ed.D Program
INFORMED CONSENT FORM
Study Title: Building Capacity in Nonprofit Organizations
STUDY PURPOSE: You are invited to participate in a research study titled Building
Capacity in Nonprofit Organizations. The purpose of this study is to investigate the
impact strategic planning has on organizational capacity. If you agree to participate, you
will be one of approximately 28 individuals who will be surveyed.
PROCEDURE FOR THE STUDY: This survey procedure involves purposeful sampling.
You have been selected to participate because of your involvement with the strategic
planning process at The Community Place of Greater Rochester, Inc. The survey will be
sent electronically via email. The survey will ask a series of questions about the strategic
planning process at The Community Place of Greater Rochester, Inc.
CONFIDENTIALITY: You are free to refuse to answer any questions. However, I do
not expect that you will have any desire to do so. The questions I am asking are about
your perceptions of the strategic planning process. Additionally, I ensure the
confidentiality of the information you provide to me. All of the data will be used for
research purposes only, and will only be accessible by members of the research team.
RISKS AND COSTS OF PARTICIPATING IN THE STUDY: There are neither risks or
costs associated with participating in the study.
CONTACT PERSON AND FINDINGS: If you have questions regarding the study you
can reach Tiamesha Walker at 546-5110, ext. 113.
SUBJECT'S CONSENT: In consideration of all of the above, I give my consent to
participate in this research study. I understand that I may drop out of or be withdrawn
from the study without fear of penalty. I acknowledge receipt of a copy of this informed
consent statement and agreement to participate through the submission of a completed
survey.

Appendix M
Qualitative Interview Questions
Statement of Purpose:

163

The target groups were selected due to their ongoing involvement in the strategic
planning process. The questions for group one and group two vary because they
represent two points of view, one group being internal and the other group being external.
Target Group 1
1. President & CEO of CPGR
2. COO of CPGR
3. Board President
Questions:
1. Why was strategic planning selected as a capacity building initiative?

2. What challenges and/or failures, if any, have you experienced during the strategic
planning project?
3. What successes, if any, have you experienced during the strategic planning
project?
4. What is your perception of staffs involvement in the strategic planning process?
5. What are the measurements used to determine effectiveness of the strategic plan?
How are they tracked?
Target Group 2
1. Consultant
Questions:
1. What has been your experience with strategic planning?

2. How did you become involved in the strategic planning project at CPGR?
3. What is your perception of the strategic plan that was created for CPGR?
4. What challenges, if any, did you experience as an outside consultant?
5. What is/was your role during the implementation and monitoring of the
strategic plan?
6. How does CPGR's strategic plan compare to other clients that you have
worked with?
7. What are the measurements used to determine effectiveness of the strategic
plan? How are they tracked?
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Appendix N
St. John Fisher College, Ed.D Program
INFORMED CONSENT FORM
Qualitative Interview
Study Title: Building Capacity in Nonprofit Organizations
STUDY PURPOSE: You are invited to participate in a research study titled Building
Capacity in Nonprofit Organizations. The purpose of this study is to investigate the
impact strategic planning has on organizational capacity. If you agree to participate, you
will be one of approximately 28 individuals who will be surveyed.
PROCEDURE FOR THE STUDY: This survey procedure involves purposeful sampling.
You have been selected to participate because of your involvement with the strategic
planning process at The Community Place of Greater Rochester, Inc. The interview will
take place in-person when possible or by telephone in the event the participant and
researcher are unable to meet in person. The interview will ask a series of questions
about the strategic planning process at The Community Place of Greater Rochester, Inc.
CONFIDENTIALITY: You are free to refuse to answer any questions. However, I do
not expect that you will have any desire to do so. The questions I am asking are about
your perceptions of the strategic planning process. Additio11ally, I ensure the
confidentiality of the information you provide to me. All of the data will be used for
research purposes only, and will only be accessible by members of the research team.
RISKS AND COSTS OF PARTICIPATING IN THE STUDY: There are neither risks or
costs associated with participating in the study.
CONTACT PERSON AND FINDINGS: If you have questions regarding the study you
can reach Tiamesha Walker at 546-5110, ext. 113.
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Appendix 0
2008 - 2010 Programs and Services Strategic Plan
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The Community Place of Greater Rochester, Inc.

"Strengthening Community, One 'Person, One :famify at a Time"
COMMUNITY PLACE OF GREATER ROCHESTER- PROGRAMS
PLAN OVERVIEW:

& SERVICES STRATEGIC

The Community Place of Greater Rochester's vision is to strengthen communities by
working in collaboration with neighbors and partners to build a foundation for growth
and sustainability.
In service of that vision, the Agency's mission is to provide neighborhood-based
programs, services, and resources which strengthen the Greater Rochester
community, one person, one family at a time.
In order to effectively fulfill this vision and mission, the Agenc;;y offers a unique
spectrum of services and opportunities for individuals and families to ensure that
everyone can fully participate in the Greater Rochester community. The various
Programs & Services divisions of The Community Place are designed to manage
specific offerings for the benefit of clients and consumers.
This document includes the 2008-2010 strategic plans for the following Programs &
Services divisions:
•

Aging Services
Developmental Disability Services
Early Childhood Services
Family & Youth Development

Each plan includes the division's Vision and Mission statement, a summary of who
their customers are, a Strategy Map showing key objectives and their relationships to
one another, and a Balanced Scorecard showing the associated measures, targets,
and initiatives for each objective.
Note that these plans are designed to align with overall Agency plan, and very closely
follow that same format and structure for ease in reconciling the targeted results.
Supporting details for each division's targets for Customer Satisfaction, Number of
Clients Served, Contract Objectives, and Program Quality Assessments are
documented in the appendices of the "Overall Agency and Administration 2008-2010
Strategic Plan".
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AGING SERVICES

'Vision:
We envision a society in which elders are engaged in service to strengthen our community
and where they are provided with necessary services to enhance their quality of life.

:Mission:
Work in collaboration with partners to enhance the social, emotional, and physical wellbeing
of elders and their caregivers by providing comprehensive, community-based services and
opportunities to serve the community.

Who are our Customers?
Elders and their caregivers residing in Monroe County.

168

The Community Place of Greater Rochester, Inc.
"Strengtfiening Community, One Person, One :Jamify at a Time"

Aging Services Mission: Work in collaboration with partners to enhance the social,
emotional, and physical wellbeing of elders and their caregivers by providing
comprehensive, community-based services and opportunities to serve the community.
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Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully participate
in the Greater Rochester community

Internal
Process
Embody
standards of
excellence in
all Aging
Services
practices

Continuously align
Aging Services
programs and services
with consumer and
community needs

Build effective
partnerships &
collaborations
6

Create an
infrastructure to
develop and'
engagethe
workforce
8 _ _ _ _ _...

aximize dept.
resources to
achieve the
highest level of
g . effectiveness
__ _ _ __

Expand
awareness
of CPGR's Aging
Services programs
& services to
increase customer
participation
& community
1
support

Reinforce
understanding of
the CPGR brand
and mission

Financial
Ensure that the
Aging Services department
is efficient and
fiscally responsible

Diversify CPGR's
revenue portfolio through
growth of the Reverse Raffle
Dinner and other Aging
Services initiatives
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BALANCED SCORECARD -AGING SERVICES
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13. Create a culture of
expectations of excellence
while pioneering a unique
spectrum of services and
opportunities for individuals
and families to ensure that
everyone can fully participate
in the Greater Rochester
community
14. Offer innovative communityfocused Aging Services
programs, services, and
resources that enable elders
to age in place
15. Engage elders in service to
meet community needs
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Aging Services
client satisfaction

2008:
FG/SC :2'.98%
Senior Center :2'.85%

C1: Aging Services
Client Satisfaction
Survey

# of Aging Services
clients served

2008: :2'.885
(unduplicated across
services)

C2: Ongoing
programming

% of Aging
Services contract
objectives met or
exceeded

2008: :2'.85%

% of elders (Senior
Companion clients)
living at home

2008: :2'.85%
(2007 =85%)

VSY openings

2008: :2'.95% of VSYs
are filled (measured
at the end of each
quarter)
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train, and place
volunteers
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16. Embody standards of
excellence in all Aging
Services practices

Linking research
and practice

2008: Identify and
apply :2:5 Aging
Services quality
practice standards
(e.g., Excel/us)

P1 : Research with
CNCS colleagues
across country, check
with MCOFA, on-line
research

17. Continuously align Aging
Services programs and
services with consumer and
community needs

Aging Services
client satisfaction

2008:
FG!SC :2".98%
Senior Center :2".85%

C1: Aging Services
CSAT Survey

Needs Assessment

2008: Support
Administration's
development of a
framework and data
elements to identify
community needs

P2: Community
Needs Assessment
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BALANCED SCORECARD-AGING SERVICES

18. Build effective partnerships & # new affiliations
collaborations

(continued)

2008: 25 new
affiliations developed

P3: Affiliations
Development (include
process to evaluate
affiliations)

Representation at
the policy level

Actively participate
on 1) the NYS Senior
Service Corp Assn.,
2) the National Senior
Corp Assn., and
3) the NYS Aging
Advisory Committee

# of Aging Services
clients served

2008: 2885
(unduplicated across
services)

Attendance at
Reverse Raffle
Dinner

2008: 2154
attendees
(2007 = 140)

Attendance at
Senior Center

2008: 285 'regulars'
(2007 = 70)

20. Create an infrastructure to
develop and engage the
workforce

# Learning Hours

2008: 220 hrs/yr per
Aging Services
employee

L 1: Professional
Development Plans
for Aging Services
Staff

21. Maximize dept. resources to
obtain the highest level of
effectiveness

Timeliness of
reports, survey,
and evaluation
results to COO

All reports completed
by COO due date

L2: Staff Timeliness

Advisory Council
program evaluation

2008: Completed by
12/31/08

Funding and
programming
opportunities
explored

2008: 22 explored

19. Expand awareness of
CPGR's Aging Services
programs & services to
increase customer
participation & community
support

22. Foster a culture of
innovation, ownership, and
forward thinking

P4: Reverse Raffle
Committee (including
external members);
Work closely with
Eric Thomas

L3: Quarterly
Advisory Council
Meetings

L4: Ongoing funding
and programming
opportunity
exploration
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BALANCED SCORECARD - AGING SERVICES

(continued)

23. Reinforce understanding of
the CPGR brand and
mission

Brand and Mission
agreement of Aging
Services staff,
clients, consumers,
Board of Directors,
and key volunteers

2008: ;:::85% of those
surveyed agree or
strongly agree that
the Aging Services
division fulfills its
Brand Promise

Administration will
lead the charge on
this

24. Ensure that the Aging
Services department is
efficient and fiscally
responsible

Expend all program
funds within
allowable limits;
Fully expend
stipend funding

2008: ;:::95% of all
VSYs are filled
(measured at the end
of each quarter)

F1: Ongoing
recruitment

Audit Findings

2008: No material
weaknesses or
significant
deficiencies identified
for Aging Services

Annual Revenue

2008 ;:::$930,000

Annual Revenue
from Reverse
Raffle Dinner

2008: ;:::$25,000
(2007 =$17,000)

Senior Center
funds raised

2008: ;:::$10,000

Net Unrestricted
Funding from Aging
Services programs
& services (non-

2008: ;:::$34,000 from
Reverse Raffle, CFC,
and misc. fundraising

25. Diversify CPGR's revenue
portfolio through growth of
the Reverse Raffle Dinner
and other Aging Services
initiatives

contract fundraising)

F2: Regular meetings
with Senior
Accountant

F3: New invitees,
new Board
member(s)
assistance, new
sponsorship in
addition to current
F4: Aging Services
event at an area
restaurant (possibly
Black and Blue)
F5: Collaborative
grant with RHA
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DEVELOPMENTAL DISABILITY SERVICES

'Vision:
Strengthening the developmentally disabled community one person, one family at a time.

:Mission:
Enhance the quality of life for individuals with developmental disabilities and mental illness
and their families through advocacy, linkage, and referrals to appropriate services of their
choice.

Who are .our customers?
Individuals with developmental disabilities and mental illness and their families residing
in the Greater Rochester community.

174

The Community Place of Greater Rochester, Inc.

"Strengthening Community, One Person, One :fami[y at a Time"
Developmental Disability Services Mission: Enhance the quality of life for
individuals with developmental disabilities and mental illness and their families through
advocacy, linkage, and referrals to appropriate services of their choice.

Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully participate
in the Greater Rochester community

Offer innovative community-focused
Developmental Disability programs,
services, and resources that reduce
barriers and create opportunities

Engage disability service
providers and outside agencies
in neighborhood planning
and development

Internal
Process
Embody
standards of
excellence in
all Devi.
Disability
practices

Continuously
align Devi.
Disability
programs and
services with
consumer and
community
needs

Build effective
partnerships &
collaborations

s-----"

Expand
awareness of CPGR's
Developmental
Disability Services to
increase customer
participation and
community support
7

Learning &
Growth
Create an
infrastructure to
develop and engage
the workforce

mission

8

Financial
Ensure that the
Diversify CPGR's
revenue portfolio
(Increase unrestricted funding)

175
I

_L

The Community Place of Greater Rochester, Inc.
"Strengtfiening Community, One Person, One :fami{y at a 'Time"
BALANCED SCORECARD - DEVELOPMENTAL DISABILITY SERVICES

, '
~

1.

2.

3.

:t~i

" ,

:<

~"' """:~~

"'""'-~ - ....

='""~~·,,;~''°"""""'

- ~---

~

"

~

CUSTOM~ER PERSPECTIVE
~,,_;:,~'1i

"'r

~

" :~ '"°' "'·-;;,.,,,., -....,,.,

,.,.__,,,~~~

"'

~

,.

~

Create a culture of
expectations of excellence
while pioneering a unique
spectrum of services and
opportunities for individuals
and families to ensure that
everyone can fully participate
in the Greater Rochester
community

Developmental
Disability Client
Satisfaction

Offer innovative communityfocused Developmental
Disability programs,
services, and resources that
reduce barriers and create
opportunities

# of Developmental
Disability clients
served

2008: ;:::273

% Developmental
Disability contract
objectives met or
exceeded

2008: ;:::85%

Mental health
housing occupancy
rate

2008: % of time
available slots are
occupied is ;:::95%

Engage disability service
providers and outside
agencies in neighborhood
planning and development

2008:
FSS ;:::90% answer
Good or Excellent on
Q# 1-5 and Yes on
Q# 6-10.

MSC ;:::96% answer
Yes to survey
questions 1-7

(FSS ?:.123, MSC ?:.150)
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C1: Devi. Disability
Services Consumer
Satisfaction Survey
C2: Life Skills
Curriculum
C3: Parent-Centered
Workshops &
Resource Center for
Disability Services
C4: DS Provider
relationships

C5: Mental Health
Housing
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BALANCED SCORECARD- DEVELOPMENTAL DISABILITY SERVICES (continued)

4.

Embody standards of
excellence in all
Developmental Disability
practices

Linking research
and practice

Developmental
Disability program
quality assessment

2008: Identify and
. apply ~5 Devi.
Disability Services
quality practice
standards

P1: Best Practices
Research

2008:

FSS ~93% rate Q#5
Good or Excellent
MSC ~95% rate Q#
3,4,5,7 Good or
Excellent

5.

6.

7.

Continuously align
Developmental Disability
programs and services with
consumer and community
needs

Developmental
Disability Client
Satisfaction

2008: See above

C1: Devi. Disability
Services CSA T
Survey

Needs Assessment

2008: Support
Administration's
development of a
framework and data
elements to identify
community needs

P2: Community
Assessment Survey

Build effective partnerships &
collaborations

Urban agency
partnerships

2008: Maintain
existing urban
partnership with the
Boys and Girls Club

P3: Collaboration
with Urban Service
Providers

Representation at
the policy level

Actively participate in
at least 1 policymaking organization

#of Developmental
Disability clients
served

2008:

~273

% increase in Devi.
Disability funding
from donations,
grants, and
sponsors

2008:

~6.6%

Expand awareness of
CPGR's Developmental
Disability Services to
increase customer
participation and community
support

P4: Direct Mail I
Community Outreach
Campaign

($30, 600 total)
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BALANCED SCORECARD - DEVELOPMENTAL DISABILITY SERVICES (continued)

8.

Create an infrastructure to
develop and engage the
workforce

# Learning Hours

2008: ~20 hrs/yr per
Devi. Disability
Services employee

9.

Foster a culture of
innovation, ownership, and
forward thinking

# MSC training

2008:

hours per staff
member

(included in total learning
hours)

10. Reinforce understanding of
the CPGR brand and
mission

Staff Retention

2008: No voluntary
resignations within
the first two years of
employment

Brand and Mission
agreement of Devi.
Disability staff,
clients, consumers,
Board of Directors,
and key volunteers

2008: ~85% of those
surveyed agree or
strongly agree that
the Devi. Disability
division fulfills its
Brand Promise

Administration will
lead the charge on
this

Compliance with
annual budget

2008: Developmental
Disability division
operates within
projected forecast

F1: Charts of check
and balance

Audit Findings

2008: ~80%, with no
material weaknesses
or significant
deficiencies identified
for Devi. Disability
Services

Annual Revenue
from Devi.
Disability programs
and services

2008:

Medicaid Service
Coordination billing

2008: Avg. ~150
billed per month

Net Unrestricted
Funding (non-contract

2008: ;:::$10,000

11 . Ensure that the
Developmental Disability
division is efficient and
fiscally responsible

12. Diversify CPGR's revenue
portfolio (increase
unrestricted funding)

~15

L 1: Professional
Development Plans
for Developmental
Disability Staff

hours

~$749,000

('?.3% increase over 2007)

L2: Relationship with
Human Resources
(ongoing communication,
staff retention, competitive
salaries, etc.)

F2: New Initiative
Funding
F3: Existing Program
Expansion

fundraising)
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EARLY CHILDHOOD

'Vision:
To promote developmentally appropriate child- and family-centered standards and practices
in the community.

Mission:
To support families and caregivers with young children to provide a well-balanced, healthy,
and educationally focused environment through classroom, in-home, and community
opportunities.

Who are our customers?
The primary customers of the Early Childhood division are children (birth to age 13)
and their families and caregivers, with a strong emphasis on those residing in the
14605, 14609, and 14621 zip code areas.
Our partners in the Family Child Care Satellite Network and funders are also important
customers.
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Early Childhood Services Mission: To support families and caregivers with young
children to provide a well-balanced, healthy, and educationally focused environment
through classroom, in-home, and community opportunities.

Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully -participate
in the Greater Rochester community

Engage the academic world,
community agencies, businesses,
and residents in Early Childhood
planning and development

Offer innovative community-focused
Early Childhood programs, services,
and resources that reduce barriers
and create opportunities

Internal
Process
Embody
standards of
excellence in
all Early
Childhood
practices

Continuously
align Early
Childhood
programs and
services with
consumer and
community
needs

Build effective
partnerships &
collaborations
6

Expand awareness
of CPGR's Early
Childhood programs &
services to increase
customer participation
& community support
7 . __ _ _ _ __ .

Learning &
Growth
Create an
infrastructure to
develop and engage
the workforce

Foster a culture of
mission

8

Financial
Ensure the
Early Childhood
division is efficient and
iscally responsible

ecure funding to suppo
transportation costs and to
ensure that the CACFP
program remains viable

11
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BALANCED SCORECARD - EARLY CHILDHOOD

1.

2.

3.

Create a culture of
expectations of excellence
while pioneering a unique
spectrum of services and
opportunities for individuals
and families to ensure that
everyone can fully participate
in the Greater Rochester
community

Early Childhood
client satisfaction

By 6/30/08: Establish
baseline CSAT score
and set 2008 target
By 12/31/08: ~TBD%
of those surveyed
rate EC services as
Very Good or
Excellent

Offer innovative communityfocused Early Childhood
programs, services, and
resources that reduce
barriers and create
opportunities

Engage the academic world,
community agencies,
businesses, and residents in
Early Childhood planning
and development

Providers:

#of Early
Childhood clients
served

C1: Early Childhood
Client Satisfaction
Survey

C2: Community
Daycare Provider
Opportunities

Provider Training:
2008: TBD

C3: Family and
Caregiver EducationBased Planning

UPK Parents:
2008: Avg. ?Awith a minimum 50%
response rate

C4: Informal/Daycare
License-Exempt
Homes Stabilization

2008:

~2116

(UPK=36, Kid's Camp=30,
Family Day Care=200
homes avg.Imo, Provider
Training= 50/mo avg.,
children in day care
homes=1800)

% of Early
Childhood contract
objectives met or
exceeded

2008: ~85%
(at least 90% of
children will realize
COR gains of ~0.8)

New initiatives I
systems
coordination efforts

2008: ~1 established
and under way
(obesity grant)

C5: Daycare
Transportation for
Age-Eligible Children
in the Service Areas
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4.

5.

Embody standards of
excellence in all Early
Childhood practices

Continuously align Early
Childhood programs and
services with consumer and
community needs

Linking research
and practice

(continued)

; 2008: Identify and
apply ;:::5 Early
Childhood quality
practice standards

Early Childhood
Program Quality
Assessment

2008:
UPK: ECERS ;:::5.7
CACFP: Contract
compliance with no
major deficiencies
identified

Early Childhood
client satisfaction

2008: See above

UPK Parent Survey

2008: Avg. ;:::Awith a minimum 50%
response rate

Daycare Provider
Needs Assessment

2008: Develop a
mechanism to assess
provider needs

P1: Best Practices
Research

C1: Early Childhood
CSAT Survey

P2: Daycare Provider
Needs Assessment
P3: Provider Advisory
Group

6.

7.

Build effective partnerships
and collaborations

Expand awareness of
CPGR's Early Childhood
programs & services to
increase customer
participation & community
support

2008: ;:::1 new
affiliation developed
(Greater Rochester
Health Foundation)

P4: Affiliations
Development (include
process to evaluate
affiliations)

Representation at
the policy level

2008: Actively
participate on the
Early Childhood
Development
Initiative Committee
of Monroe County

PS: Partnerships with
State and County
Regulating Agencies

#of Early
Childhood clients
served

2008: ;:::2116

P6: Consumer
Recruitment
Strategies

# new affiliations
with schools and
community
agencies

182

_,
The Community Place of Greater Rochester, Inc.

"Strengthening Community, One Person, One J'ami{y at a Time"
BALANCED SCORECARD- EARLY CHILDHOOD

(continued)

8.

Create an infrastructure to
develop and engage the
workforce

# Learning Hours

2008: ~20 hrs/yr per
Early Childhood
employee

9.

Foster a culture of
innovation, ownership, and
forward thinking

Brand and Mission
agreement of E:arly
Childhood staff,
clients, consumers,
Board of Directors,
and key volunteers

2008: ~85% of those
surveyed agree or
strongly agree that
the Early Childhood
division fulfills its
Brand Promise

11. Ensure the Early Childhood
dept is efficient and fiscally
responsible

Audit Findings

2008: No material
weaknesses or
significant
deficiencies identified
for Early Childhood

12. Diversify our revenue
portfolio (increase
unrestricted funding)

Annual Revenue
from Early
Childhood
programs and
services

2008:

Net Unrestricted
Funding from Early
Childhood
programs and
services (non-contract

2008: ~$52, 189
(2007 = $50,669 from
training programs)

10. Reinforce understanding of
the CPGR brand and
mission

~$1,259,000

L 1: Professional
Development Plans
for Early Childhood
Staff
L2: State and County
Regulations
Monitoring

F1: Home Visit
Strategies to
Minimize Mileage and
Transportation Costs

F2: Expanded
Training Programs
(both in the center
and in the homes)

fundraising)

13. Secure funding to support
transportation costs and to
ensure that the CACFP
program remains viable

Attendance for
classroom training

2008:

Transportation
funding secured

2008-2009 academic
year: ~$35,020
(2007-2008 academic
year= $34,000)

CACFP funding
secured

2008: ~200 homes
claim on average
(2007 = 195 homes)

~50/month

avg
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FAMILY

& YOUTH DEVELOPMENT

l!ision:
To strengthen families and youth by working in collaboration with neighbors and partners to
build a foundation for their growth and sustainability.

:Mission:
To provide neighborhood-based family and youth programs, services, and resources which
strengthen the Greater Rochester community, one person, one family at a time.

Who are our Customers?
The Family & Youth Development division of CPGR includes Family Services, H.O.S.T.,
the Beacon Centers of Excellence, and the Rochester Step-Off Educational Foundation,
Inc.
The customers (consumers) of the Family & Youth Development division consist
primarily of families and youth (ages 5-21) in the northeast quadrant of Rochester, NY.
Some program components extend throughout the City of Rochester and County of
Monroe.
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,

I
Mission: To provide neighborhood-based family and youth programs, services, and
resources which strengthen the Greater Rochester community, one person, one family
at a time.
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Client
Create a culture of expectations of excellence
while pioneering a unique spectrum of services and
opportunities for individuals and families
to ensure that everyone can fully participate
in the Greater Rochester community

Offer innovative community-focuse
programs, services, and resources
that reduce barriers and create
opportunities for youth, families,
and neighborhood residents

Engage the academic world,
community agencies, businesses,
,.._""' and residents in neighborhood
and program planning
and development

Internal
Process
Embody
standards of
excellence in
all Family &
Youth division
practices

Continuously
align Family &
Youth programs
and services
with consumer
and community
needs/assets

Expand awareness
of CPGR's Family &
Youth division to
increase customer
participation and
community support

Build effective
partnerships &
collaborations

6

-----

7

Learning &
Growth
Create an
infrastructure to
develop and engage
the workforce
8 .......__ _ _ _ __

Reinforce
understanding of the
CPGR brand and
mission

Financial
Ensure that the
Family & Youth Devi.
division is efficient and
fiscally responsible

Diversify CPGR's
revenue portfolio
(Increase unrestricted funding)
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BALANCED SCORECARD - FAMILY & YOUTH DEVELOPMENT

1.

2.

3.

Create a culture of
expectations of excellence
while pioneering a unique
spectrum of services and
opportunities for individuals
and families to ensure that
everyone can fully participate
in the Greater Rochester
community

Family & Youth
Consumer
Satisfaction

2008:
Summer Camp:
>= 90% rate
questions 1-4 as
Good or Excellent
and answer "Yes" to
question 9

#of Family & Youth
clients served

2008: >= 4, 130 total

% Family & Youth
contract objectives
met or exceeded

2008: >= 85%

New initiatives I
systems
coordination efforts

2008: ;:;:2 established
and under way

Offer innovative communityfocused programs, services,
and resources that reduce
barriers and create
opportunities for youth,
families, and neighborhood
residents

Engage the academic world,
community agencies,
businesses, and residents in
neighborhood and program
planning and development

C1: Consumer
Satisfaction Survey
Development

930 Beacons/RSO
200 School
Community
Partnership
300 Safe & Sound
2, 700 Family
Services/HOST

C2: Rochester Safe
and Sound
C3: Community
Assessment

4.

Embody standards of
excellence in all Family &
Youth division practices

Linking research
and practice

2008: Identify and
apply ;:;:5 Family &
Youth quality practice
standards

Family & Youth
Program Quality
Assessment

2008:

P1: Best Practices
Research

GRASA/Beacon
Centers ;:::90%
Summer Camp ;:;:
90%
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BALANCED SCORECARD-FAMILY & YOUTH DEVELOPMENT

5.

6.

Continuously align Family &
Youth programs and
services with consumer and
consumer needs/assets

Build effective partnerships
and collaborations

(continued)

Family & Youth
Consumer
Satisfaction

2008: Summer Camp
>= 90%

C1: Consumer
Satisfaction Survey
Development

Needs Assessment

2008: Support
Administration's
development of a
framework and data
elements to identify
community needs

P2: Community
Needs Assessment

#new affiliations
with schools,
community
agencies,
government, or
others

2008: ;:::2 new
affiliations developed

P4: RSO-MCC
Affiliation

Representation at
the policy level

;:::1 representative
each for Family &
Youth Services

P3: Community Asset
Mapping

C2: Rochester Safe
and Sound

(YSQC Exec. Cte.,
Sector 8 NBN Cte.,
and GRASA, RHA,
and Providence
House Boards)

7.

Expand awareness of
CPGR's Family & Youth
Devi. division to increase
customer participation and
community support

#of Family & Youth
clients served

2008: ;:::4, 130

New contract
dollars

2008: $250,000 total)
(2007 =$155,000)

PS: Replace grants
that end in 2008
($132K and $118K)
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BALANCED SCORECARD - FAMILY & YOUTH DEVELOPMENT

(continued)

8.

Create an infrastructure to
develop and engage the
workforce

#Learning Hours

2008: ;:::20 hrs/yr per
Family & Youth
employee

9.

Foster a culture of
innovation, ownership, and
forward thinking

Brand and Mission
agreement of
Family & Youth
staff, clients,
consumers, Board
of Directors, and
key volunteers

2008: ;:::85% of those
surveyed agree or
strongly agree that
the Family & Youth
Devi. division fulfills
its Brand Promise

10. Reinforce understanding of
the CPGR brand and
mission

L 1: Professional
Development Plans
for Family & Youth
Devi. staff
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Appendix P
Strategic Planning Resources
Author

Allison, Michael and Jude Kaye.

Resource

Strategic
Planning for Nonprofit Organizations: A
Practical
Guide and Workbook. John Wiley and
Sons, 1997.

ISBN: 0-471-17832-2

Barry, Bryan.

Availability, $39.95: http://www.wiley.com
or
877.762-2974
Strategic Planning Workbook for Nonprofit
Organizations. Amherst Wilder
Foundation, 1997.

ISBN: 0-940069-07-5
Availability, $28 through the Wilder
Foundation
Publishing Center at 800.274.6024 bulk
rates
available or http://www.wilder.org/pubs

Bryson, John M.

Strategic Planning for Public
and Nonprofit Organizations: A Guide to
Strengthening and Sustaining
Organizational
Achievement(revised edition.) Jossey-Bass
Publishers, 1995.

ISBN: 0-787-90141-5
Availability, $36: http://www.wiley.com or
877.762.2974

Details

Written by consultants of the
Support Center for
Nonprofit Management in San
Francisco, this
guide and workbook is a good
combination of
explanation and examples and
worksheets. A disk
with worksheet formats is included
with the book.
This basic hands-on guide is one of
the best tools
for explaining the strategic planning
process and
demonstrating how it can be
implemented. The
workbook was recently updated
from its 1986 version.
It provides step-by-step instructions
that are
general enough to be tailored to
most nonprofit
organizations yet detailed enough to
provide specific
instruction and value. The workbook
features
an overview, guidance through five
strategic planning
steps, three methods for developing
a strategy,
a sample three-year plan,
detachable worksheets
and completed sample worksheets.
This book is a comprehensive
discussion of strategic
planning for the more serious
planner/reader. A
companion workbook is also
available as a step-bystep
guide to conducting strategic
planning. This
new version of the book addresses
the leadership
role in strategic planning and the
ways in which
strategic thinking and acting can be
embraced
throughout an organization. It is not
a quick read
but is valuable for those most
serious about strategic
planning.
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Drucker, Peter.

The Drucker Foundation SelfAssessment Tool: Participant Workbook.
Drucker
Foundation and Jossey-Bass Publishers,
1998.
ISBN: 0-787-94437-8

The Drucker Foundation SelfAssessment Tool:
Participant Workbook"combines the
best elements
of long-range planning and strategic
marketing
with a passion for dispersed
leadership."

Availability, $14: http://www.wiley.com or
877.762.2974
Eadie, Douglas C.

Beyond Strategic Planning:
How to Involve Nonprofit Boards in Growth
and
Change. BoardSource (formerly National
Center
for Nonprofit Boards), 1993.
ISBN: Not applicable

Availability, $4.99 (members), $6.25

The guidebook focuses on: the
practical steps
boards can take to play a
meaningful role in the
process; helping organizations
identify key strategic
issues; and implementing a plan to
ensure that
each issue is fully developed and
addressed.

(non members):
http://www.boardsource.org/Bookstore.asp
or
800.883.6262
Grace, Kay Sprinkel.

The Board's Role in
Strategic Planning. BoardSource (formerly
National Center for Nonprofit Boards),
1996.
ISBN: Not applicable

Availability, $9 (members), $12 (non
members):
http://www.boardsource.org/Bookstore.asp
or
800.883-6262

Kibbe, Barbara and Fred Setterberg
(for The
David and Lucile Packard
Foundation).

Succeeding With Consultants: SelfAssessment
for the Changing Nonprofits. The
Foundation
Center, 1992.
ISBN: Not applicable

Availability, $19.95 through The
Foundation
Center at 212.620.4230

This best-selling booklet explains
the importance
of strategic planning and why board
involvement
is essential. It discusses types of
planning,
defines key planning terms and
outlines a sample
process. The lesson discusses the
importance of
ongoing monitoring, evaluation and
revision once
the plan is in place. A valucible
primer for board
members and executives who are
beginning a
planning process.
Based on the Packard Foundation's
work with
nonprofit organizations and
consultants over the
last decade, this guidebook provides
nonprofit
leaders with the basics of how to
assess management
and organizational capacity; when a
consultant
may be needed and how to select
and use one
effectively; and how to begin a
process of organizational
planning and change. In plain
prose, this
resource presents nonprofit
executives with the
right questions to ask before
engaging in a planning
process. It introduces who
consultants are
and what they do, how to select
and hire one and
how to evaluate the consultant
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relationship.
Written by a leading thinker and
writer regarding
competitive strategy in the business
world, this
article pushes the reader to think
about the distinction
between doing work well and doing
work
strategically. Porter argues that the
essence of
strategy is choosing to perform
activities differently
than rivals do. A thought-provoking
article.

Porter, Michael E.

Operational Effectiveness Is
Not Strategy. Harvard Business Review,
November-December, 1996.
ISBN: Not applicable
Availability, $8.50 (Hard Copy or
Electronic):
http://www.harvarclbusinessonline.com or
800.988.0886

Stern, Gary.

The Drucker Foundation SelfAsessment Tool: Process Guide. Drucker
Foundation and Jossey-Bass Publishers.,
1999.
ISBN: 0-787-94436-X
Availability, $30: http://www.wiley.com or
877. 762.2974

The Drucker Foundation SelfAssessment Tool:
Process Guide "lays out the three
phases of a full
self-assessment process and gives
step-by-step
guidance."

Mittenthal, Richard.

Effective Philanthropy: The
Impottance of Focus. TCC Group, 2000.
ISBN: Not applicable
Availability, downloadable at
http://www.tccgrp.com or phone
212.949.0990

This briefing paper provides insight
into helping
foundations and philanthropies
define a carefully
articulated purpose, a clear
understanding of the
larger environment in which they
operate and a
carefully defined grant making
program. With a
detailed look at the prerequisites to
effective
philanthropy, this resource
examines the necessary
ingredients for an organization to
achieve
success.
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